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ABSTRACT 
The researcher's purpose in conducting this study was to examine the relationship 
between job satisfaction and perception of the learning environment of administrative 
employees. Another objective was to distinguish whether or not relationships exist 
between job satisfaction and perceptions of the learning environment and between facets 
of job satisfaction and facets of the learning environment. Administrative employee 
attitudes were examined to discover whether or not demographic variables such as age, 
education, ethnicity, gender, location, marital status, position classification, and years of 
service were related to job satisfaction. 
The population of this study consisted of 480 administrative employees of a 
national health care management organization. A total of 261 participants (55%) 
responded to a demographics questionnaire, the Job Satisfaction Survey (JSS) fo� 
measuring job satisfaction, and to the Leaming Environment Survey (LES) for measuring 
the learning environment 
Data analysis included frequencies, analysis of variance on each hypothesis, and 
multivariate analysis of variance on subscales when differences occurred. Tukey's HSD 
post hoc tests were run for significance. Pearson r tests were run to test relationships 
between total JSS and total LES and total JSS and subscales of the LES. Significant 
relationships were found for five out of six hypotheses. 
Major :findings of this study revealed that minority and billing center location 
participants were dissatisfied with overall job satisfaction; non-exempt participants were 
dissatisfied with pay and contingent rewards; and older participants perceived the 
organization was less tolerant of errors and perceived that the organization provided 
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opportunities to utilize newly acquired skills than ymmger participants. Billing ce�ter· 
participants had lower perception with opportunities to learn than participants in other 
locations. Billing center participants had lower perception that the organization was open 
to new ideas and change than participants in other locations. Higher levels of job 
satisfaction correlated with higher levels of the perceived learning environment. Strong 
correlations existed between total job satisfaction and facets of the learning environment 
The conclusions, implications, and recommendations for further research are discussed 
based on these :findings. 
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CHAPTERI 
INTRODUCTION··· 
The transformation from an industrial to a technological, service-oriented 
workplace in the United States resulted in alternative characteristics that are required of 
employees to perform work successfully. As the nature of work has changed, it follows 
that the nature of employees has also changed (Hays & Kearney, 2001 ; Williams, 2001 ). 
Corporations recognize the necessity of partnering with education to develop the 
workforce of today and tomorrow, (Van Buren, 2002) which is based on automation and 
advances in technology•(Wexley & Latham, 1 981; Willi�). A study of personnel 
professional groups projected that by 2008, employee training and development would 
become first in ·importance of time and attention for human resource management (Hays 
& Kearney). When training directly coincides with the strategic direction and planning of 
an organization, the largest benefit includes improvement of the financial health of the 
organiz.ation (Pfau & Kay, 2002; Van Buren). There is a financial advantage to hiring 
people with specific job experience and training them for optimum performance 
(Lombardo & Eichinger, 2000; Woodru:ffe, 1999). 
One component of the business strategy of successful organiz.ations involves 
building and retaining talented people (Woodruffe, 1999). Qualified, properly trained 
employees become empowered to perform their jobs confidently, develop a stronger 
sense of accomplishment, and, in tum, become loyal to the organiz.ation through 
increased job satisfaction (Mason, 1999; Peterson, 1999; Woodru:ffe). Human resource 
management systems that strategically develop the company's human infrastructure are 
an investment rather than a cost center, as is the traditional view of the human resources 
l 
function (Becker, Huselid, Pie�, & Spratt, 1997; Hays & Kearney, 2001). 
Organizations that possess talented human resources have a foUildation for winning over 
the competition (W oodruffe) because "people become the strategy for success,, (p. 25). 
Equally important, employees prefer to have work-related learning activities included in 
their performance evaluations (Westbrook & Veale, 200 I). 
A renewal of interest is rousing attention on job satisfaction by researchers and 
organizational management (Reiner & Zhao, 1999). Effective leadership and employee 
empowerment is key to job satisfaction and increased productivity (Mason, 1999). 
. . Employees who expect advantages from training are likely· to be more committed because 
a strategic approach is linked to individual and organizational benefits (Bartlett, 2001). A 
study by the Gallup Organization found that employees who received company-paid 
training were more satisfied with their jobs than were those that did not receive training 
(Anonymous, 1999). Employee perception of organizational training and development 
opportunities is positively related to organizational commitment (Bartlett; Montesino, 
2002; Spears & Parker, 2002; Tansky & Cohen, 2001). Therefore, the premise that 
training is an essential tool for resolving challenges and for the efficient management of 
an organization's human resources remains supported (Tracey, Hinkin, Tannenbaum, & 
Mathieu, 2001; Wexley & Latham, 1981). 
One of the pinnacle expectations of top performing employees has been the 
opportunity for training and development (Ellig, 1998; Lea, Clayton, Draude, & Barlow, 
2001; Wexley & Latham, 1981). Employers experienced increased productivity, which 
results in a "mutual dependency" (Ellig, p. 17 4 ). An organization that provides 
challenging opportunities for individual growth generates employee satisfaction, 
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empl�yability of the best performers, and, simultaneously, adds to its net incoi;ne (Pfau & 
Kay, 2002) by increasing productivity and organizational effectiveness (Spears & Parker, 
2002). 
Rationale for the Study 
More evidence is needed for theory development regarding the role of company­
sponsored training (Smith & Dowling, 2001 ). Many researchers and practitioners are 
concerned about the low return on investment estimates in training overall (Montesino, 
2002). Montesino declared that an issue seldom investigated in the field of Human. 
Resource Development (HRD) was the connection between awareness of and 
commitment to the strategic direction in a given organization. A possible disconnect 
exists by HRD experts who overly emphasize "state-of-the-art training delivery devices 
at the expense of the critical connection between training site and work environment that 
enhances transfer of training" (Montesino, p. 90). Corporations lose money on training of 
poor quality, ineffective delivery, or lack of measurement, albeit employees may consider· 
programs as valuable (Paddock, 1997; Pfau & Kay, 2002; Williams, 2001). According to 
Wexley and Latham (1981), many fads have overshadowed the importance of 
determining whether or not training is fostering change in employee's "self-awareness, 
decision making/problem solving skills, or motivation" (p. 6). Carter (2002) explained 
that corporate trainers could realize savings if training programs and methods were 
developed to match abilities of trainees. 
A focused review is required to retain high performing employees. Garber (1999) 
reported that two major trends influenced the importance of employee retention. First, the 
. existing data relating to the direct costs associated with the voluntary exit of employees 
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from organizations failed to "factor in the hidden costs of turnover" (p. 11 ). Second, the 
rise and cost of high performer turnover created the need to identify strategic approaches 
for retention (Garber; Spears & Parker, 2002). 
Althoughjob satisfaction is not one dimensional (Spector, 1997; Sweeney, 
Hohenshil & Fortune, 2002), measuring individual elements of job satisfaction, such as 
developing people, aligning training programs to meet employee needs, and measuring 
the learning environment should be considered essential when examining remedies for 
employee turnover (Huselid, 1995; Tannenbaum, 1997). Lack of sufficient informa�on 
exists that measures job satisfaction and the learning environment. Research is needed to 
determine incentives and retention strategies for dissatisfied employees, especially those ·,:­
in the middle and latter career levels (Hellman, 1997). Furthermore, Oakland and 
Oakland (1998) reiterated that little research has been devoted to the links between 
employee satisfaction, customer satisfaction, and business results. 
Employee reaction to corporate training and related feedback is associated with 
job satisfaction (Spears & Parker, 2002). Oakland and Oakland (1998) concluded that a 
key element of best practices in leading organizations included "effective management of 
people through . . .  assessing training needs and providing appropriate training and 
development opportunities" (p. 190). Additionally, one of the best methods to assess job 
satisfaction is to measure employee perceptions of the organization through surveys 
(Oakland & Oakland). 
Statement of the Problem 
The researcher 's intention in ·conducting this study was to find out whether or not 
job satisfaction and employee perception of the learning environment are related among 
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administrative employees .. of a nationally based, h�alth care management organization. 
Job satisfaction is multi-faceted (Cranny, Smith, -& Stone, 1992; Spector, 1997; Sweeney 
et al., 2002) and measuring the antecedents of job satisfaction could provide the ability to 
total the sum of the parts for an alternative to the global theory. For that �eason, the 
respondent's level of job satisfaction and perception of corporate training programs was 
compared to the demographic factors of age, education, ethnicity, gender, location, 
marital status, position classification, and years of service of this study. Recognizing 
whether or not these characteristics are significantly related could enable human resource 
managers to adjust, augment, or cultivate training techniques and programs to enhance 
learning for improved employee productivity, retention, and commitment. 
Purpose of the Study 
Toe researcher's major purpose in conducting this study was to investigate and to 
describe the relationship between job satisfaction and employee perceptions of the 
learning environment. Administrative employee attitudes and perceptions were examined 
to discover whether or not demographic factors such as age, education, ethnicity, gender, 
location, marital status, position classification, and years of service were related to job 
satisfaction. Another objective was to distinguish whether or not relationships existed 
between factors of job satisfaction and factors of the learning environment. Results and 
findings could provide direction for evaluating whether or not improvements should be 
made to the learning environment, and possibly for consideration of retention strategies. 
Data was gathered to examine current levels of job satisfaction and to identify possible 
areas for improvement of the learning environment. The results of this study could 
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provide essential information for planning, development, and enhancement of training 
programs, improvement of the learning environment, and for promoting job satisfaction. 
Objectives of the Study 
The researcher's main objective of this study was to gather and examine data 
concerning administrative employee job satisfaction and perception of the learning 
environment. The researcher intended to determine whether or not significant 
relationships exist between job satisfaction of administrative employees and their 
perceptions of the learning environment. Another objective was to understand employee 
perception of available training opportunities and whether or not that influenced job 
satisfaction� The results of this study could contribute to the body of knowledge and 
research concerning factors that may affect job satisfaction, training and development 
programs, and the learning environment. 
Research Questions 
The researcher developed specific research questions to address the untapped 
body of knowledge relating to job satisfaction, employee perception of corporate training 
and developmental opportunities, and for assessing the learning environment. Research 
and analysis of the data obtained from this study could provide new knowledge and 
insight. The purpose of the study was to· answer the following research questions: 
1. What is the overall job satisfaction of employees in the organization of 
study? 
2. What is the overall employee perception of the learning environment 
as it relates to training and development opportunities? 
3. What are the levels of job satisfaction with the different factors of the 
JSS? 
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. . 4. What is the perception of the learning environment with the different 
factors of the LES? 
5 .  What is the relationship between overall job satisfaction and overall 
perception of the learning environment and between the overall JSS . 
and the different factors of the LES? . 
Hypotheses 
The hypotheses for this study concentrated on job satisfaction.and whether or not 
there were significant relationships between administrative employee perception levels of 
corporate training opportunities and the perceived learning environment. In addition to 
the four research objectives, the following null hypotheses were examined from the 
research questions: 
· Ho 1 There will be no significant difference between participants' age, education, ethnicity, gender, location, marital status, position 
classification, and years of service and the total scores of job 
satisfaction as measured by the JSS. 
Ho2 There will be no significant difference between participants' age, education, ethnicity, gender, location, marital status, position 
classification, and years of service and the subscale scores of job 
satisfaction as measured by the JSS. 
Ho3 There will be no significant difference between participants' age, education, ethnicity, gender, location, marital status, position 
classification, and years of service and the total scores of the 
learning environment as measured by the LES. 
Ho4 There will be no significant difference between participants' age, education, ethnicity, gender, location, marital status, position 
classification, and years of service and the subscale scores of 
learning environment as measured by the LES. 
H05 There will be no significant relationship between administrative employee job satisfaction and adminjstrative employee perception 
of the learning environment as measured by the JSS and the LES. 
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Ho6 There will be no significant relationship between the total scores o� · 
the JSS and the subscale scores of the LES. 
Assumptions 
Assumptions are acknowledged to accurately assess the validity of the results. 
False assumptions could affect the outcome, conclusions, and implications. The 
following assumptions guided this study: 
1 .  The sources of job satisfaction and administrative employee perception 
of corporate training programs and the learning environment were 
identified by two reliable and valid survey instruments. 
2. The information gathered onjob satisfaction and administrative 
employee perception of corporate training programs and the learning 
environment would be useful for this 51:Udy. 
3 .  The participants would answer the surveys honestly and accurately. 
4. The sample of administrative employees selected was representative of 
the population for the organization of this study. 
5 .  The administrative employees who were surveyed would not be biased 
in their responses due to varied experience levels .. 
6. The participants experienced training opportunities of some level at 
the organization of this study prior to their participation in the study. 
7. The management of the organization supported an environment 
conducive to learning. 
Delimitations 
The delimitations for this study included purposeful restrictions by the researcher. 
In particular, restrictions focused on the sample population that should not be disregarded 
for generalizing the results. The major delimitations for this study include the following: 
1 .  The population was restricted to full-time or part-time, non-clinical, 
non-executive administrative employees of a national health care 
management services organization. 
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2. The study was __ restricted to administrative employees who were hired 
more than three months of the survey distribution. It was presumed 
that administrative employees hired at least three months of the survey 
distribution received some form of training by the organization, and 
therefore, obtained a level of perception of the learning environment. 
Limitations 
While the study was expected to lead to certain results, the limitations noted were 
restricted beyond the researcher's control and could affect the results. The following 
limitations were anticipated: 
1 .  The sample was limited to the selection of administrative employees of 
a national health care management services organization. 
2. The population was limited to administrative employees only and will 
not include physicians, clinical employees, senior management, and 
ind�ndent contractors. 
. 3 .  The training opportunities, delivery methods, and learning 
environment were limited in that these are unique to the organivition 
of this study. 
4. The responses could have been biased by differences between those 
who chose to participate and those who did not. 
5. The job satisfaction characteristics were limited to the nine dimensions 
and the total satisfaction score measurements of the Job Satisfaction 
Survey (JSS). 
6. The learning environment characteristics were limited to the nine 
scales and the total learning environment score measurements of the 
Leaming Environment Survey (LES). 
Definition of Tenns 
Definitions were defined operationally for their utilization in this study. Unless 
otherwise noted, the researcher customized the definitions presented below: 
I .  Administrative employee: member of line or mid management, 
professional, or clerical support employee of the organization studied. 
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An administrative employee provided a service that was devoted to the_ 
purpose of the organization in exchange for pay and/or benefits. 
2. Age: different periods of a person's life. This study categorized 
individuals between the ages of (a) 19 or under, (b) 20-26, (c) 27-35, 
(d) 36-45, (e) 46-55, (f) over 55 years of age. 
3. Attitude: refers to the state of mind or position characterized by an 
opinion of available training opportunities and learning experiences. 
4. Career development and training: amount of training and promotional 
opportunities available, the understanding of career paths, and the 
chance to learn new skills. 
5. Education: highest level of formal schooling completed in a person's 
lifetime. This study categorized education as (a) high school or 
equivalent, (b) two-year college degree, ( c) four-year college degree, 
(d) graduate studies (no degree), (e) graduate degr�e, (f) other. 
6. Ethnicity: description of the human races of the earth (Webster's 
Dictionary, 1986). This study categorized ethnicity as (a) African­
American, (b) Asian Pacific Islander, (c) Hispanic, (d) Native 
American, ( e) White, (f) Other. 
7. Gender: person's sexual category. The two levels included male or 
female. 
8. Human resources: function or group within the organiz.ation that 
supports the activities of the business operations through the design 
and execution of policies, procedures, and systems that enhance the 
effectiveness and efficiency of employees (Topolosky, 2000). 
9. Individual learning-. acquisition of new knowledge, skills, or attitudes 
(i.e.: competencies) that enhances an individual's capacity for action 
(Tannenbaum, 1997). 
10. Job satisfaction: fulfillment of individual needs that is associated with 
work and resulting from the fit between these needs, the job, and its 
environment (Hopkins, 1983). 
11. Learning environment: salient aspects of the work environment, which · 
have the greatest influence on whether learning occurs (Tannenbaum, 
1997). 
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12. Location: sen1,ce lines or geographic locations of an individual's 
workplace. Selections for this study included (a) Affiliate; a subsidiary 
or division of the organization, (b) Health Care Financial Services 
(HCFS); billing and reimbursement function of the organization, and 
(c) Corporate location; headquarters located in Knoxville, Tennessee. 
13. Marital status: whether a person is married or not This study 
categorized marital status as (a) married, (b) divorced, (c) widow/er, 
( d) single, and ( e) separated. 
14. Organization: company formed to provide services for profit. 
15. Perception: insight or intuitive judgment that implies discernment of 
fact or truth relating to training opportunities. Perception is immediate 
knowledge derived from the existence of training opportunities and 
avenues for learning. 
16. Satisfaction: the extent to which an employee likes or dis�es his or 
her job (Spector, 1997). Satisfaction also includes the means to 
suc�essfully apply work-related technology, understand policy and 
procedures, and to perform successfully in one's job following 
sufficient orientation and training. 
17. Strategic alignment: how jobs are related to others in the organization 
to accomplish its objectives. Aligning personal goals, ideas, 
suggestions, and development with the organization's goals 
(Tannenbaum, 1997). 
18. Training: developing competencies needed to ensure individual and 
business success (Garger, 1999). 
19. Turnover: percentage of employees who voluntarily resign from an 
organization because a need or desire was not fulfilled by the 
oreanization. 
20. Work environment: physical, social, and psychological conditions that 
individuals experience at work (Tannenbaum, 1997). 
21. Years of service: length of time an individual has been employed at the 
organization of this study and described as ''years employed at Team 
Health" on the demographics questionnaire. Participants indicate how 
long they were employed at the organization from the following 
categories: ( a) two years or less, (b) 2-5 years, ( c) 6-10 years, ( d) 11-
15 years, (e) 16-20 years, (t) 21-25 years. 
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Summary of Introductory Chapter 
Job satisfaction leads to corporate profits. (Pfau & Kay, 2002; Van Bure� 2002), 
retention of employees (Peterson, 1999; Woodruffe, 1999). Through training, employees 
are empowered to carry out job functions confidently (Mason, 1999; Peterson). Training 
has been an effective tool for managing many existing and potential challenges for 
organiz.ations (Tracey et al., 2001). The researcher 's major purpose of this study was to 
investigate and to describe the relationship between job satisfaction as it compared to 
employee perception of the learning environment for corporate training and development 
opportunities. A second purpose was to identify any significant differences between job 
satisfaction and demographic factors, specifically age, educatio� ethnicity, location, 
marital status, position classification, and years of service. In this chapter, the researcher 
"' ·  presented an introduction, rationale for the study, statements of the problem and the 
purpose, objectives of the study, research questions, hypotheses, assumptions, 
delimitations� limitations, and definition of terms. 
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CHAPTER il 
REVIEW OF LITERATURE 
This chapter contains a review of the related literature and recent research 
findings concerning job satisfaction, training and development, and the learning 
environment. A theoretical framework is presented on facet satisfaction theory. The 
scope of this literature review includes a summary of job satisfaction, burnout and stress, 
the learning environment, training and strategic alignment, and training effectiveness. 
Previous studies relating to job satisfaction and training, as these related to strategic 
alignment, tum.over, and organizational commitment, are presented and compared. 
Related Literature 
Overview of Job Satisfaction Literature 
Job satisfaction research can be traced back to 1 935 with Robert Happock's book, 
Job Satisfaction, one of the earliest studies on the topic (Reiner & Zhao, 1999; Hopkins, 
1983). Thousands of research articles and studies have investigated and reported on the 
subject of job satisfaction (Cranny, Smith, & Stone, 1 992; Hopkins; Spears & Parker, 
2002; Sweeney, Hohenshil, & Fortune, 2002; Topolosky, 2000;). According to Bruce and 
Blackburn (1992), over 10,000 studies have been conducted Job satisfaction plays a key 
role in the study of human behavior at work (Cranny et al.). The significance of personal 
differences in which one experiences job satisfaction was recognized during the 
Hawthorne studies in the 1920s and 1 930s calling for a hmnaniz:ation of the workplace 
(Bruce & Blackburn; Herzberg, 1968; Spector, 1 997; Topolosky, 2000). Although 
widespread research has been devoted to job satisfaction, little is known as to what brings 
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about job satisfaction and the causal processes that actually work (Bruce & Black�um; 
Sweeney et al.). 
Herzberg ( 1968) found that achievement; recognition, the work itself, 
responsibility, and advancement stand out as "strong determiners of job satisfaction" (p. 
72). These job satisfier factors describe the relationship between individuals and what 
persons do. These factors included job content, achievement on a task, recognition for a 
task, and professional advancement or growth in task capability. The satisfier factors 
became known as the motivatqrs because these factors were found to motivate the 
individual to superior performance and effort. Whereas job dissatisfier factors were 
company policy and administration, supervision, salary, interpersonal relations and 
working conditions. The job dissatis:fier factors described an individual's relationship to 
the situation or environment in which work is performed. These factors became known as 
hygiene factors and have little effect on positive job attitudes. 
The main outcome from The Motivation to Work study (Herzberg, 1968) was that 
hygiene measures led to job dissatisfaction because of the need to avoid unpleasantness. 
The motivator measures led to job satisfaction because of the need for growth or self­
actuaHzation. Herzberg determined that the two dimensions of the job attitude system 
paralleled eac� other. One need system provided relief from unpleasantness, while the 
other need system provided for personal growth. Accordingly, Herzberg provided an 
explanation and defined the causality for the duality of job attitude results. 
Herzberg's (1 968) hygiene factors ·defined conditions like pay, security, and good 
working conditions . (Bruce & Blackburn, 1992). Employees expect these standards of 
employment exchanges without regard to motivation and increased satisfaction. 
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However, these job elem�nts are not sufficient to enhance performance of employees. 
Additional factors must be in place for satisfaction· and ·motivation outcomes and 
measures. Bruce and Blackbum found eleven managerial behaviors were responsible for 
job satisfaction in a study conducted among employees at a large, multinational 
organization. The behavioral criteria surveyed included "treatment as an important 
person, help with solving problems, awareness of job difficulties, communication, 
frankness, consistency, ability to foster good relations with the work force, 
encouragement to make suggestions, consistency, and encouragement to seek educational 
opportunities" (p. 1 8). Each of these managerial behaviors was found to be statistically 
significant with job satisfaction. The strengths of the relationships between managerial 
.. 
. behavior and job satisfaction, according to the Chi-square analysis; showed 85% or more 
satisfaction for each behavior. 
Darrow (1971) tested Herzberg's two-factor theory of overall job satisfaction 
using both the Job Factor Questionnaire (JFQ) and the Job Descriptive Index (JOI). The 
JFQ was used to measure the contributions of motivators and hygiene factors for positive 
and negative job attitudes. The IDI was used to measure overall job satisfaction. The 
population consisted of 1 95 male military officers assigned to a military installation in. 
Texas. Results indicated that the four motivators (recognition, achievement, the work 
itself, and responsibility) and the nine hygiene factors (status, supervision, personal life, 
work conditions, salary, security, and interpersonal relations with supervisors, co­
workers, and subordinates) contributed more to positive job attitudes than to negative job 
attitudes. The author found a significant correlation between the motivation scores and 
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the hygiene factor scores with the job satisfaction scores. The results indicated partial 
support for the two-factor theory. 
Job satisfaction has received significant attention from turnover researchers 
(George & Jones, 1996). George and Jones studied the work experience and hypothesized 
that the relationship between job satisfaction and turnover intentions was strongest when 
values were not attained and weakest when values were attained. The authors focused on 
professionals and managers in the United States printing industry and solicited feedback 
from the membership of a printing industry trade association. The Minnesota Satisfaction 
Questionnaire was used to meast1;fe job satisfaction, the Rokeach Value · Survey was used 
to measure terminal values and the Positive and Negative Affect Schedule was used to 
measure positive mood. A three-item scale with an internal reliability of .86 was used to 
measure turnover. Results showed a statistically significant three-way interaction of the 
combined effects of job satisfaction, value attainment, and positive mood on turnover 
intentions. Low levels of job satisfaction lead to turnover intentions for some workers, 
which supported the hypothesis. 
The study of job satisfaction can be described as research that is reliant upon a 
theory of human needs .(Hopkins, 1983). According to Hopkins, new interest exists in job 
satisfaction theory and research as a measure of quality of employment. A concentrated 
examination is needed for improvement in conceptualization and measurement of job 
satisfaction. Recent research methods have been conducted to explain job satisfaction 
relationships. Hellman ( 1997) conducted meta-analysis gathering 13 years of research to 
detennine whether or not a relationship existed between job satisfaction and tu.mover. In 
the study� Hellman compared United States federal agencies to private sector employers 
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to examine matters that could influence job satisfaction and the tendency to leave an 
organization. Hellman considered the demographic effects of age, tenure, and the 
employing organization on job satisfaction and intent to leave. The author found that job 
satisfaction was a consistent predictor of turnover or intent to leave. The more dissatisfied 
employees became, the more likely they would consider leaving the organization. Across 
all levels of job satisfaction, the older individuals employed with federal agencies were 
less likely to leave the orgaajzation as compared to the private sector. 
The majority of nurses (83.8%) reported they experienced overall high job 
satisfaction in one study (Cangelosi, Markham, & Bounds, 1998). Cangelosi et al. used a 
correlation analysis to determine the factors that were related to nurse retention and 
turnover. A strong association was found between job satisfaction and job-related stress. 
Another finding reported that nurses possessing significant training made more money 
and changed jobs more often. However, a further finding from the study revealed that 
even though some respondents made more money, they were not any more satisfied with 
his or her job than those who made less money. The authors asserted that loyalty to the 
organization could have been a contributor to job satisfaction, and therefore resulted in 
retention of some nurses. 
Greater employee satisfaction can be achieved through training combined with 
performance evaluation systems that offer feedback (Spears & Parker, 2002). The authors 
surveyed 635 professionals with degrees in business administration and acquired a 44.6% 
response rate. The instrument included questions on new employee training, in-house 
training, and support for continuing education. Participants also evaluated the 
performance appraisal system currently used by responding to questions relating to 
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satisfaction with the system and identifying characteristics of the process. The res�ts� 
revealed that greater satisfaction was achieved when organizations provided specific 
training and development opportunities. Organizations that offered �ew employee 
training, training in-house, and supported continuing education had an influence on 
employee's understanding of his or her job requirements and expectations. 
Organizational support for the continuing education variable was found to be the largest · 
impact for achieving employee satisfaction. The continuing education variable reduced 
employee dissatisfactio� significantly, according to the results. The greatest satisfaction 
occurred when training was combined with a performance evaluation system that 
included feedback. Spears and Parker emphasized that organizations desiring to reduce 
turnover costs and increase commitment can achieve these results through training and 
the performance evaluation feedback process. 
Relatively little research that examined the links between employee satisfaction, 
customer satisfaction, and business results has been published (Oakland & Oakland, 
1998). Oakland and Oakland discussed key characteristics of managing people and 
explored relationships between satisfied employees, customer satisfa�tion, and positive 
business results. The authors found that employee satisfaction was predominantly 
monitored through measures such as evaluating employees' perceptions of the 
organizations via surveys, absenteeism, staff retention, and turn.over. Research conducted 
previously by Oakland and Oakland (1997) found that conducting employee climate 
surveys produced benefits that included employees believing they were valued, data 
availability for improvement, and regular feedback. Problems associated with employee 
surveys included employee doubt concerning motives for conducting the surveys, 
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inappropriate content, and, that surveys were either conducted too often or not .often 
enough. 
Results obtained by the Harvard Business School showed that a strong correlation 
existed between employee satisfaction and customer satisfaction ( Oakland & Oakland, 
1998). The authors emphasized that customer satisfaction is a "vital business goal" that 
can be achieved-when "employees are managed effectively, involved in, informed about 
and motivated and committed to meet or even exceed customers' requirements" (p. 189). 
Sustaining employee satisfaction can be achieved when organizations demo�te to 
people that they are valued and promote trust. The authors found that ensuring good 
. communication, encouraging employee participation and commitment, providing 
appropriate training and development, and encouraging and facilitating teamwork were 
examples of sustaining employee satisfaction. 
Topolosky (2000) studied the relationship between employee satisfaction and 
financial results at a Fortune 100 Company. The business this study used was a large, 
international chemic� conglomerate. The author's intent of the historical study was to 
provide concrete evidence to influence organizational decisions that would improve the 
resourcefulness of the workforce while supporting the overall strategic position. 
Topolosky argued that effective measurement of the employee population would result in 
evaluating the impact of policies and programs, monitoring reactions to change, assessing 
the business strategy, and (probably most importantly) diagnosing the reasons for 
organizational problems. The sampling size was a randomly selected, stratified 
population of 35,600 employees. Participants responded to four employee satisfaction 
surveys during a six-year period. The surveys incorporated 30 employee satisfaction 
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variables using a five point Likert-type scale. Third-party vendors administered th� 
surveys. 
Significant relationships were found between employee satisfaction and financial 
results (Topolosky, 2000). The author found the strongest relationship existed between 
the employee satisfaction and shareholder value-added variables. The strongest 
relationship variables were personal development (V), promotion practices (1), job 
satisfaction (P), involvement and participation (C), use of knowledge and skills (S), 
opportunity to improve skills (U), value for diversity (J), company ability to compete (0), 
fair treatment (I), and creativity and innovation (AA), in accordance with Topolosky' s 
study. These outcomes suggested that providing growth opportunities might enhance the 
capacity for organizational and financial growth. Topolosky referred to Maslow's self­
actualiz.ation theory, the need that employees have to use their skills to grow and develop, 
and to be recognized in the workplace, as the basis for the study. Most noteworthy, 
motivation and reasons that increased job satisfaction was found to automatically and · 
directly increase the net worth of the organization. Second, growth was a moderately 
strong relationship with overall satisfaction suggesting that employees might have a long­
term focus and need to understand the company's direction. Third, it was possible that the · 
strength of the correlation between compensation and overall satisfaction was an 
indication of the current economic conditions. Fourth, the negative relationship between 
benefits and employee satisfaction signified that the sacrifice of benefits for 
organizational success may impact employee loyalty and commitment. Last, satisfaction, 
creativity, and innovation were moderately related. The au�or explained that especially 
in turbulent business environments, organizations must provide security and encourage 
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risk taking by employees _to foster creativity, innovation, and satisfaction, while 
simultaneously maintaining profitability. 
Supervisor support was positively associated with productivity and satisfaction 
(Baruch-Feldman, Brondolo, Ben-Dayan, & Schwartz, 2002). The authors examined the 
relationship between social support and burnout, job satisfaction, and productivity of 211 
(92 men, 119 women) New York City Traffic Enforcement agents. Items from the Job 
Content Survey (Cronbach's alpha for this scale was .79) were used to assess job 
satisfaction. Productivity was defined as the number of summons issued each day for a 
one-month period. The authors found that an association of support to productivity was 
significant to suggest that there may be various conduits where support can effect work 
outcomes. Baruch-Feldman et al. explained that productivity may be a more salient 
concern for supervisors whom may have more training to address work-related behaviors 
and that the degree to which an agent felt supported by his or her supervisor may be 
sufficient to influence job satisfaction. 
Gender has been shown to influence job satisfaction in small organizations owned 
by males as compared to small oreanizations owned by females (Smith, Smits, & Hoy, 
1998). Using data collected from 56 small businesses in the construction, manufacturing, 
and wholesale distribution industries, the authors selected employees from 27 female­
owned companies and 29 male-owned companies to participate in the study of job 
satisfaction and gender. The instrument used included a questionnaire providing 
information on age, sex, current marital status, childre� education, tenure, type of work, 
and management status and the Job Perception Scale was use4 to measure job 
satisfaction. An analysis of variance (ANOVA) was conducted to determine whether or 
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not significant differences existed between job satisfaction and gender. Results sh<?wed 
that job satisfaction was significantly higher for women employed by women than for 
women employed by men, whereas men employed by men had significantly higher job 
satisfaction than men employed by women. In this study, work attitudes in small business 
environments differed because of the gender-related interactions between employers and 
employees. Smith et al. contended that these implications suggested that additional 
intensive research concerning the influence of gender on job satisfaction in larger 
organizations is needed. 
Pay was found not to be an important determinant of job satisfaction or 
organizational commitment (Gaertner, 1999). A meta-analysis was used to examine -the 
relationship between determinants of turnover with job satisfaction and organizational 
commitment. A total of nine studies were used that contained a total sample size of 7,040 
for the analysis. The studies gathered were· from three countries: Kenya ( one sample), 
Korea (three samples), and the USA (five samples) and included job titles such as 
teachers, agricultural professionals, auto workers, hospital employees, nurses, diverse 
white collar workers, and physicians. Gaertner found that the distributive justice of the 
pay received rather than the amount of actual pay received had an impact on job 
satisfaction and · organizational commitment. 
Bruce and Blackburn (1992) claimed that much confusion exists about how to 
foster job satisfaction. Job satisfaction is a complex iss�e that is dependent upon many 
causes. The study of job satisfaction often creates uncertainty among both managers and 
scholars as to why job satisfaction occurs and questions arise as to whether or not it is a 
relevant issue to be examined in the workplace. However, studies have shown that job 
22 
satisfaction leads to great� productivity (Baruch-Feldman et al. ; Katzell & Ya.nkelovich, 
1975; Topolosky, 2000), could reduce turnover (Cangelosi et al., 1998; George & Jones, 
1996; Hopkins, 1983), and leads to positive financial results (Topolosky). Studies also 
revealed that job satisfaction could be obtained through training (Spears & Parker, 2002). 
Ultimately, job satisfaction is complex and requires examining the elements 
individually. Therefore, a literature review of the components of job satisfaction was 
conducted ·according to the facet satisfaction theory. 
Facet Satisfaction Theory 
Spector (1997) described job satisfa�tion � how people feel about their jobs or 
different aspects of their jobs. Most job satisfaction research focused on an overall or a 
. . bottom line attitude. Whereas, the facet approach is used to determine which parts or 
aspects of the job produce satisfaction or dissatisfaction. Job satisfaction can be divided 
into facets or components to measure job contents -and group job factors (Cranny et al., 
1992). Facets can be united to one or more· aspects of the work environment and of the 
job _itself. According to Cranny et al., a "single overall composite score" can be obtained 
from one question for each facet or a group of facets that are statistically significant (p. 
46). Sweeney et al. (2002) defined job satisfaction as a "positive evaluation of a 
particular job situation" implying that the evaluation is "one-dimensional" (p. 4). 
Sweeney et al. maintained that facet satisfaction theory, a well-known foundation for job 
satisfaction used by organizational behavior researchers, offered an alternative to the 
global theory. 
Facet _satisfaction theory postulates that aspects of job circumstances can vary 
independently. The theory that job satisfaction is multi-faceted. Exarninjn g individual 
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factors that affect job satisfaction are essential for explaining the causes and iden�fying 
the sources of satisfaction. According to Spector (1 997), the facet approach can provide a 
more complete picture of a person's job satisfaction than the global approach. An 
example that employees can have very different feelings about the various facets of the 
job in�ludes Americans commonly like coworkers and dislike pay. Measuring the 
antecedents of job satisfaction yields the sum of the parts, an alternative to the global 
theory. 
Herzberg's (1959; 1968) two-factor theory of job satisfaction led the theorist to 
conclude that the work environment provides the primary source for job satisfaction 
(Reiner & Zhao, 1999). Reiner and Zhao argued that two competing sources of job 
satisfaction exist that includes demographic and work environment characteristics (p. 6). 
Demographic characteristics may be described as race (most common), gender, 
educational background, age, and work assignment. The authors specified that sources of 
the job attributes developed in Hackman and Oldham' s (1 975) empirical model evolved 
from Maslow and Herzberg. Hackman and Oldham' s (1 975) extensive research 
concerned the employee's need for gratification and significance as related to satisfaction 
with work (Topolosky, 2000). Hackman and Old.man's model was used to analyze the 
immediate work environment. Dimensions for work environment characteristics included 
job meaningfulness (skill variety, task identity and task significance), responsibility for 
the job (personal accountability) and the extent of knowledge about the results from an 
employee's efforts. Reiner and Zha<? found a lack of consensus existed concerning the 
sources for job satisfaction and that "competing models in the search on job satisfaction" · 
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were present (p. -9). Addi�onally, the causal relationships among job satisfaction, 
demographic attributes, and work enyironment remained unclear. 
Assessing facet satisfaction rather than overall satisfaction is another method used 
for measuring specific attitudes (Cranny et al. 1992). Cranny et al. argued that assessing 
facet satisfaction achieves more specific measures than overall satisfaction. However, 
results from attitude and behavior measures of studies using, for instance, the Job 
Descriptive Index (JDI) appeared to be inconsistent, according to the authors. The JOI, · 
. developed by_ Smith, Kendall, and Hulin (1969) and modified in 1985, measures five 
standard facets of satisfaction that include work, pay, promotions, supervision, and 
coworkers (Cranny et al.; Spector, 1997). Cranny et al. maintained that a classification 
system is needed that measures positive behavioral responses to job satisfaction and 
dissatisfaction. The authors suggested that typologies needed to be developed ''to group 
· behaviors by their target (that is, the supervisor, the peers, the work itself). Logically, this 
type of aggregate behavior measure should be best predicted by the associated type of 
facet satisfaction" (p. 188). 
A review of facet satisfaction theory indicated significant results of past findings 
and important propositions for future �esearch. Measuring the job satisfaction variable 
requires examining multiple, individual factors to predict behaviors that are of concern to 
an organization. Job satisfaction has been found to be a strong predictor of cumulative 
facets of both positive and negative job attitudes and consequential behavior (Cranny et 
al., 1992). 
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Job Satisfaction and Strategic Alignment 
Employee satisfaction and organizational effectiveness and performance do not 
necessarily always follow an analogous course according to numerous data (Katzell & 
Y ankelovich, 1975). Organizations are evolving to new arrangements for creating 
employee loyalty. Gone are the days of lifetime employment and hefty pension programs 
set-aside for retirement for the duration of employment with an organization (W oodru:ffe, 
1999). Employees may have a tendency to have a long-term focus concerning the place 
of employment (Topolosky, 2000). More progressively, businesses are heading towards 
alternatives to offering guarantees for employment due to "the rate of change in large 
organizations" (p. 64). 
These changes require the employee to better understand the business direction 
and ultimate strategy and to align or re-align, both internally and externally, with 
organizations and avail themselves to growth opportunities and job-related security 
(Topolosky, 2000). Topolosky's findings illustrated that potential turnover and associated 
costs may result unless managers and business leaders improve co�unication efforts 
relating to the positioning of information within an organization. Companies are 
responsible for seeking ways for creating new relationships with employees and further 
defining the value of employee contributions as well as reforming rewards to align 
mutual responsibility between the parties. 
Union leaders and managers agreed that job dissatisfaction led to high turnover, 
tardiness, loafing of the job, disruptions, poor workmanship, and indifference to 
customers and clients (Katzell & Y ankelovich, 1975). The researchers assessed how 
work affects the productivity and job satisfaction of employees. A wide-ranging 
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collection of speeches an4 articles were gathered to formulate an Inventory of Policy 
Assumptions. From this inventory, two questionnaires were developed for the study. A 
broad list of both chief executive and industrial relations offices from the American 
Management Association and a comprehensive list of national unions and union 
leadership were used as the population to gather data for this study. A limited total of 632 
respondents participated in the study from four geographic areas (Northeast, Midwest, 
South, and West). The findings supported the researchers' hypotheses. A large majority 
(78% of managers �d 70% of union leaders) embraced a broad sense that productivity 
included multiple aspects of organizational effectiveness, performance, and alignment of 
goals rather than the economists' view of job restructuring and incentive systems. More 
• '  than half of the respondents ( 61  % ) believed that increasing productivity was an important 
goal. An overwhelming majority (87%) supported that work was a significant part of an 
employee's life and a major source of satisfaction. Most of the respondents also endorsed 
better planning, efficient work methods, more communication, and sound personnel 
policies as methods for improving productivity. Eighty-seven percent agreed that job 
satisfaction led to greater productivity. 
According to Maister (2001 ), employee attitudes can be unequivocally correlated 
with measuring the :financial success of an organization (p. 17). Maister ' s research 
included employees of both businesses in large, global operations and smaller regional 
ventures from :financial centers or in large cities. Using a technique known as factor 
analysis, Maister clustered survey statements into nine statistically related factors that 
included (a) quality and client relationships, (b) training and development, (c) coaching, 
( d) commitment, enthusiasm, and respect, ( e) high standards, (t) long-term orientation, 
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(g) empowerment, (h) fair compensation, and (i) employee satisfaction. The respo�ses for 
each factor used a Likert-type scale with 6 = strongly agree through 1 = strongly 
disagree. Meister identified the top 20% of organizations that achieved the best on a 
financial performance index did better in categories such as listening, valuing input, 
trusting, coaching, communicating, practicing what management preaches, and treating 
others with respect. These organizations were compared to the performance on individual 
survey statements r�lative to other, less financially successful organizations. 
Overwhelmingly, the most financially successful organizations did better in 69 out of74 
survey items, with an average that was significantly ·higher than the balance of the 
organizations. The data showed, in the successful organizations, that when employees 
agreed that management practiced excellence in performance, greater net worth was 
realized. 
These studies revealed that the strategic alignment of goals and job satisfaction is 
related, and an important consideration for organizations. While employees must 
understand the strategic direction and goals of organizations, companies must provide 
adequate communication and planning, efficiency, and effective policies that improve 
productivity. Employees perform at optimum levels when satisfied with organizational 
capabilities, and work for organizations that support excellence in performance. 
Job Satisfaction, Job Burnout, and Stress 
Job burnout is defined as a syndrome of three aspects: emotional exhaustion, 
depersonalization, and reduced personal accomplishment (Maslach, 1982). Maslach's 
early work on job burnout concentrated on one type of job stress of individuals working 
with people and in occupational fields in which social interaction occ�s frequently. 
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According to Maslach, btµnout is �est understood in situations of '1ob-related,_ 
interpersonal stress" (p. 9) and is a response to "chronic everyday stress (rather than to 
occasional crises)" (p. 11 ). Numerous human services professionals from various 
locations throughout the United States were included in Maslach's study using the 
Maslach Burnout Inventory (MBI). Results described job burnout experiences according 
to demographic variables. Overall, men and women experience similar burnout 
symptoms; however, women tended to suffer from emotional exhaustion more intensely. 
A dramatic difference was noted between Whites and Blacks as Blacks tended to not 
experience as much emotional exhaustion and d_epersonalization. Burnout was higher for 
younger and lower for older respondents. Single workers experienced greater burnout · 
than married. The greatest amount of burn.out was found in those with a college 
education, but without any postgraduate work. 
Potter (1980) described job burnout as the "extinction of motivation to work" (p. 
32). Job burnout of employees led to many problems both for the individual and for 
organizations. Anyone can become susceptible to the experience (Potter). Job burnout 
created a loss of interest in one's job and an emotional insensitivity that renders 
impediments for organizations. Such problems include absenteeism, sub-standard work, 
high turnover, and decreased employee involvement and organizational commitment 
(Brewer & Clippard, 2002; Potter). The symptoms include :frustration, interpersonal 
problems, emotional withdrawal, depression, physical problems, drug usage, and 
declining performance and efficiency (Potter). 
Studies of job satisfaction and job bum.out indicate possible relationships exist 
between satisfaction variables and the causes of burnout. Brewer and Clippard (2002) 
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· measured burnout and job satisfaction among a national, random sample of Stude�t 
Support Services personnel. The results of this study revealed burnout and job 
satisfaction findings amongst a population of professionals not previously studied. 
Significant results found that burnout was lower and job satisfaction was higher than for 
others in the field. The results supported other studies concerning emotional exhaustion 
and job satisfaction. A correlation existed between low emotional exhaustion and high 
job satisfaction. Additionally, there was no relationship between depersonaliz.ation and 
total job satisfaction, indicating the population did not develop these indicators of 
burnout. Personal accomplishment was correlated with total job satisfaction. A significant 
correlation was found between the three components of burnout and total job satisfaction, 
supporting the theory that burnout could have an affect on total job satisfaction. 
Bruce and Blackburn ( 1992) refer to the "balancing act" that must talce place 
between satisfied employees · and high performance expectations for maximum returns 
. and profits. Managers today want to know "how'' to have satisfied employees and not 
necessarily "why" employees become satisfied. The authors applied the research findings 
that were obtained for their book to illustrate how balancing job satisfaction and 
performance for success in American firms should be a concern for both employees and 
management. Bruce and Blackburn encouraged measuring job satisfaction of a diverse 
work force for maximum productivity. A group of employees classified as "outstanding 
achievers" with a large multinational organiz.ation were surveyed for this study. 
Surprisingly, 91 % of the respondents stated they were unable to achieve a proper balance 
in their lives. Forty-five percent of that group reported negative health concerns because 
of the high level of productivity expected of them and 44% reported that the job created 
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high stress. The authors d_�clared that employees are in danger of work-related stress 
illnesses when they produce too much and consider work above all other aspects of their 
lives. 
Much of job burnout research traditionally measured the human services field and 
those professions working with people such as social work, teaching, and health care 
management (Demerouti, Bakker, Nachreiner, & Schauefli, 2001 ). Consequently, job 
burnout generalities have been applied to those. working in professions outside of the 
human services field. Demerouti et al. (2001_) looked at measuring job burnout 
independent of occupational circumstances using a new burnout instrument - the 
Oldenburg Burnout Inventory (OLBI) and tested the theoretical framework for the job 
demands..;resources model (JD-R). The model presupposes that burnout develops when 
job resources are limited and job demands are high, irrespective of the type of occupation 
that one may be employed The OLBI was established and validated to provide 
enhancements and improvements to the original Maslach Burnout Inventory (MBI) 
during the same time that an enhancement, the Maslach Burnout Inventory - General 
Survey, was developed. 
The study provided evidence for two theoretical contributions (Demerouti et al., 
2001). The participants of the study were from 12 organizations that included 21 different 
occupations in three fields including teachers and nurses, assembly line workers, and air 
traffic controllers. The study included the administration of the OLBI and direct 
observation of working conditions of the 2 1  job samples. The study was the first to 
provide empirical _evidence that burnout might be found in any occupation because the 
population included participants from occupational fields outside of human services. This 
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supports the generalizability that pumout can be applied to occupations outside of.the� 
human services field. Secondly, the authors identified two ·categories of specific working 
conditions that may play a role in job burnout symptoms. The JD-R model includes job 
demands, job resources, exhaustion, and disengagement components. The job demands 
components were positively related to exhaustion. The job resources components were 
negatively related to disengagement from work. The authors predicted that both 
exhaustion and disengagement would result when both high demands and limited 
resources were present in jobs, representing the burnout syndrome. 
Baruch-Feldman et al. (2002) measured the ·relationship of social support from 
various sources (friends, family, coworkers, immediate supervisors, and unit supervisors) 
to burnout, job satisfaction, and productivity . Burnout was assessed using the Emotional 
Exhaustion subscale of the MBI. The subscale had an alpha in the sample of .93. Burnout 
was significantly and negatively related to job satisfaction. The authors found that family · · 
and unit supervisor were significantly, negatively associated with burnout. Trait anger 
was included as a measure using the Spielberger Trait Anger Expression Inventory, 
which contained 14 items. The inventory was used because anger-related traits may 
influence the respondent's attitude toward relationships in general and was found to be 
significant predictors of burnout. The authors found that trait anger was positively 
associated with burnout and that higher levels of productivity were associated with lower 
levels of burnout. 
Burnout and stress can bring about job dissatisfaction. Absenteeism, sub-standard 
work, high turnover, and decreased involvement and commitment are a few of the· 
symptoms that suggest possible burnout and stress of employees. A proper balance must 
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exist between work objectives, such as productivity and accomplishments, and personal 
aspects such as life values, fulfillment, purpose, contribution and meaning for today's 
employees (Bruce & Blackbum, 1992). Burnout may be found in any occupation when 
the job demands and resources are lacking, or when exhaustion or disengagement 
components are present. Additionally, a lack of social support was shown to influence job 
burnout. 
Training and the Learning Environment 
�raini":'g Effectiveness and_ the Learning Environment 
Tannenbaum's (1997) continuous learning cycle (shown in Figure n provided a 
visual image of the positive chain of events between relationships of learning experiences 
that develop into new competencies. New competencies included applying new skills to 
the job. Recognizing and rewarding these accomplishments leads to motivation to learn. 
Feedback loops encourage the continuous learning cycle. The learning experience, 
application, recognition, and motivation to learn illustrates that the learning environment 
can foster or inhibit continuous learning. 
Recent attention has been focused on the development of an integrative theory of 
training motivation (Colquitt, LePine, & Noe, 2000). The authors defined training 
motivation as "the direction, intensity, and persistence of learning-directed behavior in 
training contexts" (p. 678). Numerous studies in the training literature link interrelated 
constructs, such as achievement motivation, anxiety, locus of control, job involvement, 
organizational commitment, career commitment, career exploration, career planning, self­
efficacy, valence, supervisor support, peer support, positive learning climate and 
cognitive ability to training effectiveness using motivation or learning theories (Colquitt 
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Figure 1. Continuous Learning Cycle. Source: S. I. Tannenbaum (1 997), Enhancing 
Continuous Learning (reprinted with permission). 
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et al.). The authors sought_ to reyiew and integrate the literature to better understand 
training motivation and enhance theory building ·of training effectiveness using a meta­
analysis for their research. The results showed that a large set of individual and 
situational characteristics can be leveraged to improve training motivation and learning. 
Workforce development and the transfer of trainin� to the job is an important 
concern of organizations that make substantial investments in developing its human 
resources: Relapse prevention (RP) is a technique where individuals are trained to 
identify threats to maintaining skills that could potentially resort back to old behavior 
. . 
. patterns, and prevent a relapse. Relapse Prevention (RP) and the work environment is a 
significant factor in determining the application of skills to the job (Burke & Baldwin, 
1999). Burke and Baldwin conducted a quasi field experiment of a group of research 
scientists enrolled in a four-hour coaching-skills training program for supervisors. The 
population of 78 employees from five departments agreed to participate in the study. 
Twenty-eight participants were assigned to the control group and did not receive any RP 
treatment, 27 participants received modified RP treatment and the remainder 23 
participants received full RP treatment (using Marx's seven p:r:oposed steps). The results 
of this study are noteworthy. Higher transfer outcomes of the modified RP module were 
experienced in supportive climates, which indicated there may be less of a need for RP 
tools in supportive learning environments. Additional findings revealed that the trainees 
who used cognitive and behavioral transfer strategies exhibited more of the skills learned, 
which is consistent with empirical research relating to training transfer effectiveness. 
Employees recognized the importance in their ability to learn (Harris & Brannick, 
1999). The ability to learn is associated with survival and is crucial for aggressively 
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flexing and developing skills in the "world of massive change and lightening-fast 
technological advances" (p. 160). Harris and Brannick affirmed that in businesses, 
intellectual resources exchanged financial capital in terms of competitive advantages and 
that the learning organization replaced reengineering in terms of strategic initiative. 
Therefore, alignment of training to the core culture of the organization is required for a 
clear connection and for impact on the operational performance. The authors suggested 
that organizations must recognize the importance of training by significantly investing in 
training opportunities. Otherwise, -�e literature concerning alignment of training and job 
. satisfaction supports the theory that the best will leave the organization while mediocre 
talent will remain. Harris and Brannick asserted that aligned organizations recognize that 
1 
culture-based learning improves organizational performance and employee earnings 
ability, which leads to increased retention. 
Morgan and Casper (2000) found that measuring participant reactions to training· 
should be multidimensional. The authors revealed significant implications for 
understanding the dimensionality construct of measuring training effectiveness based on 
reaction. Morgan and Casper described Kirkpatrick's (1 959; 1996) Level I Evaluation, 
reactions of participants to training, as the primary method that most organizations use to 
evaluate training program effectiveness. Past reaction research may have been limited 
given that the focus of reaction research was based on a one-dimensional construct. The 
researchers collected participant training reaction data over a three-year period using 
· · Level I evaluations for a variety of training programs. For analysis, the data set of 9,128 
participant reaction forms was divided into subgroups: exploratory and confirmatory 
factors. 
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The results indica��d compelling support for using a multidimensional approach 
for measuring participant reactions to training. Another important finding included the 
trainee's  perception of the instructor was highly correlated with the extent to. which 
participants applied the content learned to their job (utility judgment). Reaction forms 
should contain utility judgment factors instead of affective judgment factors. Utility 
judgment reflected the extent to which a participant could apply learning to the job, 
whereas affective judgment measured whether or not the employee was satisfied with 
training (p. 303). :fyforgan and Casper (2000) suggest that using a well-developed form to 
measure utility dimensions may enhance training measurement effectiveness. The 
findings supported the hypothesis proposing that participants' responses to the training 
they received that can be applied on the job is valuable. Employee reaction, as it applies 
to utility judgment for applying training to the job, should be integrated into evaluation 
forms for measuring training effectiveness. 
Tracey, Hinkin, Tannenbaum, and Mathieu (2001)  developed and tested a 
multidimensional model that links individual and organiz.ational factors with training 
effectiveness models. In an attempt to validate and clarify previous research, the authors 
studied: 
(1) the influence of job involvement, organiz.ational commi1ment, and 
the work environment on pretraining self-efficacy; (2) the link 
between pretraining self-efficacy and pretraining motivation; (3) the 
influence of pretraining motivation on two levels of training reactions 
and learning; and ( 4) the hierarchical relationships between the levels 
of training reactions and learning. (p. 6) 
The model used provided a framework for the researchers to examine the relationship 
between endogenous and exogenous variables based on the theoretical foundation of 
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several theorists, including Kirkpatrick, Noe and Schmitt, and Quinones. Approximately 
250 managers employed by a private organization that operated hotels located throughout 
the southern United States participated in the study. The managers participated in a two­
day training program during an eight-month period. The participants completed and 
returned surveys that were distributed both before and after the training. Scales measured 
dimensions of job involvement, organizational commitment, and the work environment, 
and indicated a significant correlation with pretraining self-efficacy. The results of this 
study provided evidence that the work setting has an influence on training and 
development activities. The findings were also consistent with previous studies that 
indicated an impact between job involvement and motivation to learn during training was 
significant. The study supported Kirkpatrick's hierarchy among the four training criteria 
and understanding training effectiveness. 
A relationship was found to exist between training methods and factors of 
cognitive ability (Carter, 2002). Carter conducted a pre-test and post-test experiment with 
93 undergraduate students enrolled in a human resources management course. Lecture­
based and case-study-based training were correlated to verbal comprehension, verbal 
reasoning, and general reasoning abilities. The independent variables were cognitive 
ability scores and the dependent variables were the posttest scores. The results from the 
multivariate analysis of variance (MANOV A) and regression tests indicated that the 
training session had a significant effect on test scores. Each hypothesis tested was 
supported. Participants scored one standard deviation higher on the cognitive factor and 
scored one-fourth to one-third of a standard deviation higher on the posttest. The results 
from this study revealed that higher verbal comprehension skill indicated higher posttest 
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scores in the lectu.re-baseq training and that higher general reasoning skill indi�ated 
higher posttest scores in the case study-based training. Implications from Carter's study 
demonstrated that trainers should consider an orientation using trainee profiles as an 
approach for determining effective training methods. 
Training participants may learn more from a traditional-based training approach 
rather than an integrative learning environment; however, integrative learning methods 
received a much more positive reaction from participants (Bretz & Thompsett, 1992). 
Integrative learning (IL), a system emphasizing the elimination of traditional barriers to 
learning, has been used in education for many years and is increasing in utilization in 
United States industry {p. 941 ). Barriers to learning include negative reinforcement, fear 
. .  of failure, boredom, and anxiety. An introductory manufacturing resource planning 
training course (MRP-II) was studied at Kodak with 10,000 employees receiving the 
training during a two-year period. Two "radically-different'� training delivery formats 
_ covering the identical material, traditional and IL-based designs, were randomly offered 
to a sample group of 184 participants. Bretz and Tompsett hypothesized that trainees 
would learn more using IL methods as opposed to traditional training methods and would 
experience a more positive reaction to the training than would participants trained using 
traditional methods. Findings produced similar results from the IL trained, traditionally 
trained, and the no treatment groups. From the results one might infer that an IL 
. application could be better suited for topics that people dislike such as foreign languages 
or mathematics because they are generally perceived to be more difficult. Different 
results might be realized when task-oriented and behavioral training interventions are 
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used or when learning barriers ar� present that support IL applications versus the 
traditional training methods. 
Westbrook and Veale (2001)  used a purposive sampling procedure to study 
continuous learning, organiz.ational practices, individual dedication to work-related 
learning, and core values that either enhance or hinder learning. The participants included 
employees of 60 org�zations in Iowa from manufacturing industries, service providers, 
profit and nonprofit corporations, state government, and educational institutions. 
According to the 1 ,03 1 full time employees that participated in the study, work-related 
learning .was not a priority or core value in their lives. The results showe� the primary 
reason for this is that the employees were too busy working to consider learning as a 
priority. Although employees were too busy to make learning a priority, employees 
recognized the need for learning. Westbrook and Veale found that most employees ( a) 
preferred to dedicate more time to work-related learning, (b) were uncertain about 
dedicating time at work to self-directed learning, ( c) dedicated few hours at home to 
work-related learning, ( d) were aware of the availability of educational benefits and funds 
. . 
available for work-related learning activities, and ( e) wanted a greater importance placed 
on work-related learning reflected in performance evaluations. 
Significant differences were found between work-related learning attitudes and 
the demographic variables of age, gender, education, and occupation. Y ouriger 
participants were less comfortable when individuals entered their workspace when they 
were reading professional joumals, newsletters, or textbooks. Female respondents 
. reported significantly higher than males for not having enough time for work-related 
learning, and felt significantly less comfortable if a peer or top-level executive entered 
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their workspace while re�ing. Workers with more formal education devoted more time 
to reading work-related literature and preferred more time to stay current as compared,to 
those with less education. Respondents with high school diploma, were less informed 
about benefits and funds available for development. Respondents in manufacturing and 
processing jobs were significantly more likely to not recognize work-related benefits as 
compared to respondents in other occupations. A disconnect existed between human 
resource development literature and actual work-related learning practices of employees 
in Iowa, according to the authors. Especially noteworthy was that although most 
organizations informed employees about budgeted :funds available for work-related 
learning activities (80.4%), a majority of employees (61 .3%) were uncertain about the 
. .  appropriateness of spending time in self-directed learning at work. Comparing the review 
of the human resource development literature to the results of the study revealed that a 
disconnect existed between an emphasis on continuous learning and individual and 
organizational practices. 
Training and Strategic Alignment 
Training and development is a people management activity that is linked to 
employee satisfaction and exceptional business results (Oakland & Oakland, 1998). 
Providing appropriate training is one key link for positive business results (O'Toole, 
Stromberg, Haynes, & McCune, 2002) that must be integrated with other human resource 
policies and practices (London, 1989). Integrating training with strategic alignment 
requires a significant effort to design opportunities with the business strategy. Oakland 
and Oakland argued that an important element for managing continuous improvement 
includes encouraging all employees to be committed and to participate in "training in 
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customer and supply models; training in problem-solving; training in basic' statistical ._ 
analysis" (p. 186), which could result in substantial revenue increases. 
Oakland and Oakland (1998) provided evidence that successful companies do 
include training and development programs designed according to job-related skills� One 
company, TI Europe, uses discussion and peer assessment for its development 
management program that helps to create an individualized training plan and corresponds 
to strategic ali�ent and business objectives. Trident Precision Manufacturing, a past 
winner of the prominent Malcolm Baldridge A ward, motivates employees through 
training in areas such as quality and general education. Eighty percent of its employees 
were cross-trained in at least two job functions. The authors reported that Trident realized 
an increase in sales volumes, client retention, and a dramatic reduction in employee 
turnover. These results were identified as the key benefits from appropriate training 
investments. 
According to London (1989), Merck, the large pharmaceutical company, • 
developed new management-training programs to "improve managers' abilities to 
develop subordinates, to increase employees' work standards, and to emphasize the 
company's expectations for excellent performance" (p. 227). Management of the firm 
recognized that not only were the highly technically qualified employees whom were 
employed essential to the bottom line, but that the organization needed people who were 
motivated to broaden themselves to the benefit of the company. The results of the task 
force study included fifty recommendations for commitment in changing the training and 
development programs to teach managers industry trends and align the necessary 
management style for organizational success. After implementation of the new training 
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and development program, Merck realized a $22 million savings for the first nine months 
in 1988. 
TRW Inc., the $17 billion global company, employs over 1 10,000 individuals in 
35 countries (Neary & O'Grady, 2000). TRW launched an executive leadership training 
and development program in 1 996 that offers United States based classroom teaching 
with real life learning events to a selected top one percent of its leaders. The program was 
developed in response to a formal analysis resulting in a gap between the organization's 
shared skill set and core l_eadership compete�cies that "':as lacking within the �ompany. 
The intent of the program was to develop 'c;global" rather than "international leaders" to 
achieve its full potential in foreign operations and leverage a global presence . 
. .  Neary and O'Grady (2000) reviewed TRW's experience in a case study, which 
provided insights for corporate training programs. The rationale for TRW' s in-house 
program was multifaceted. First, the learning programs structured by the corporation 
provided the opportunity to link d�velopment to the organization's strategic commitment 
and business issues. Second, leadership was developed systematically with a unifying 
approach. Third, participants received a common methodology to develop a group of 
world-class leaders charged with driving company-wide change. Last, participants 
learned global leadership skills such as adapting to multiple leadership styles, 
understanding diversity for business solutions, and tolerating ambiguity to successfully 
drive operations within a variety of cultures and unfamiliar surroundings. The 
organization reported that although it will be years before the global leadership effects 
will be visible, the changed attitudes have already brought about an "immediate return" 
(p. 1 92). 
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Tannenbaum (1997) recognized that organizations with "stronger learning 
environments" (p. 437) demonstrated greater organizational effectiveness. The learning 
environment dynamics can reinforce or disrupt continuous learning. Tannenbaum 
described an important component in a "positive" learning environment; employees 
embrace the "big picture" and have a "shared understanding" of the organizational goals 
and purpose. Most significantly, employees know how their group and individual jobs 
related to others in the organization for increased idea generation relevant to business 
operations. The results of Tannenbaum's research showed that individuals with a strong 
sense and understanding of company goals and direction were related to increased self­
competence and satisfaction with developmental opportunities. 
Ellig (1998) reported that a "major gap" exists for employees and employers in 
the approach to training. Employees are fixated by perceived entitlements provided by an 
employer including "lifetime employment, good benefits, and advancement by seniority," 
(p. 173) whereas employers seek to provide opportunities for the most qualified 
employee. However, employers that tolerate mediocre performance.of employees would 
be inconsistent with organizational objectives of expecting continuous improvement and 
increased productivity, while adhering to its values. Consequently, highly productive 
organizations that desire to be the employer of choice must meet the challenges in 
performing an educational role to teach its employees the shared values. 
Strategic roles of the Human Resource Management (HRM) systems consists of 
the ability to learn and capitalize on new opportunities and design a distinctive set of best 
practices that are unique to each organization (Becker, Huselid, Pick.us, & Spratt, 1997). 
Investments in training, for example, should be designed for its intended purposes and 
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they must align with other human resource management practices while supporting 
. business priorities. These practices could assist HRM in avoiding "deadly combinations" 
and aligning "powerful connections," which are considered to be the single greatest 
challenge for human re�ource managers as they design systems that add net worth and 
sustain an economic asset for organizations (p. 43). Becker et al. argued that the HRM 
systems perspective emphasizes the interrelationships by providing input for other sub­
systems. Benchmarking provides a set of ideas; however, an organization needs to 
develop competencies that influences value and aligns with business priorities. The most 
substantial challenge for HRM to aid the organization in developing a competitive edge is 
to foster leaders who believe that the intellectual capital of an organization is truly its 
. .  
most prized asset (Huselid & Becker, 1999). 
Companies need to pay close attention to linking training programs with the 
corporate strategic direction in ways that are explicit, clearly communicated, and evident 
to the trainees and managers from the beginning (Montesino, 2002). A population of 250 
sales representatives and their field managers were included in a study of a sales training 
program. The study was intended to explore the magnitude of training usage 
encouragement and measure the connection of the training program with the strategic 
direction of the organization. According to the results of Montesino' s study, employees 
who saw a clear connection of the training program with the strategic direction of the 
organization were better able to apply on the job, the skills learned in the training 
programs than employees who did not see that connection (p. 103). A moderate 
correlation was found with a significant portion of the respondents who reported more 
utilization of on-the-job training and engaged in more transfer-enhancing behaviors as 
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they experienced more alignment of the training program with the strategic direction c;>f 
the organization. Montesino suggested that these findings pointed to his 
recommendations that employees must be informed about the company's strategic 
direction through training, as a method to elicit understanding and support for the 
strategy. 
Aligning the training departments with business strategy is difficult to do given 
that business strategies change (Lin, Hitchens, & Davenport, 200 I ). In a learning 
environment that is aligned with the business strategy, the capabilities that are required 
for strategic success are compared with the organization's capabilities. Learning is based 
on the gap that exists between the two. Thirty learning and development executives and 
managers participated in a study sponsored by Towers Perrin. The online survey was 
created for this study, which contained 14 items including sections for individual 
comments. The results of the study found a mixed response to strategically aligned 
training inquiries. Specifically, 40% of the respondents indicated they found it difficult to 
translate the business strategy into a strategy for the training department, whereas 70% 
responded that they characterized the alignment of the corporate training program as 
"Very directly aligned" (p. 43). While alignment between learning and the business 
strategy may be difficult to ascertain, it was an area of importance for organizations. 
Eighty-one percent indicated that aligning training with the strategic direction was a top 
priority, and all of the survey participants had :frequent contact with senior executives. 
Lin et al. recommended that companies must organize learning programs, which is the 
best method to ensure that business units drive training. Learning should be accelerated 
through managers, and trainers should partner with senior leadership during strategy 
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formulation. These three �ctions could position learning endeavors well and in alignment 
with the business strategy. 
Ellinger, Ellinger, Yang, and Howton (2002) examined the overall effects of the 
l�g organization concept on organizations' :financial performance. The authors used 
Watkins and Marsick' s conceptualiz.a.tion of the learning organization asking: Do 
learning organizations yield higher financial performance? (Baldwin & Danielson, 2002). 
The theoretical framework that a learning organization is "one that learns continuously 
and transforms itself' (p. 7) guided the research for this study. Watkins and Marsick 
(1997) developed the Dimensions of the Learning Organization Questionnaire (DLOQ), 
an instrument that used seven dimensions representing action imperatives. Financial 
• '  measures were determined by two DLOQ measures: :financial performance and 
knowledge performance, and four other measures including traditional accounting items 
(ROA and ROE) and value-added items (MV A and Tobin's Q) to obtain a 
comprehensive view of the :financial performance. A random sampling of 262 midlevel 
managers at a large United States manufacturing firm agreed to participate and responded 
to mailed questionnaires for a 52% response rate. The results of this "impressive analysis 
of financial performance" (Baldwin & Danielson, p. 23) study supported Watkins and 
Marsick' s concept of the learning organization. The statistically significant findings 
reconfirmed positive associations with measures of both :financial and knowledge 
performance found in Watkins and Marsick's researc� and supported a foundation for 
future research. The authors suggested that a linkage existed between the learning 
organization model, organizational performance, and for embracing learning ore;anization 
concepts. 
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Conclusions 
The available research on job satisfaction, trainili.g·effectiveness, strategic 
alignment of training, and employee perception of learning opportunities revealed several 
important considerations for organizations. First, job satisfaction was positively 
correlated to retention and reduced turnover, which created financial advantages for 
organiz.ations attuned to the satisfaction of its employees (Cangelosi et al. 1998). 
Measuring facets of job satisfaction revealed specific improvements that need to be made 
to the work environment (Cranny et al. 1992). Burnout and job stress had a negative 
affect on job satisfaction (Brewer & Clippard, 2002), while strategic alignment of 
training and development opportunities improved retention, self-confidence, and 
satisfaction of employees (Oakland & Oakland, 1998). 
Training was effective when employees recognized the importance in their ability 
to learn (Harris & Brannick, 1999), organizations measured multidimensional reactions to 
training (Morgan & Casper, 2000), trainers used traditional training methods versus 
Integrative Learning (IL) applications (Bretz & Tompsett, 1992), and when managers 
evaluated the transfer of training to the job (Burke & Baldwin, 1999). Westbrook and 
Veale (2001) found that most employees preferred to dedicate more time to work-related 
learning, were aware of the availability of educational benefits and funds available for 
work-related learning activities, and wanted a greater importance and designation 
assigned to work-related learning in performance evaluations. 
Provided that employees understand and �wn the business goals of the 
organization, are offered the proper skills to achieve these goals, and leadership supports 
them, they will meet or exceed target measures on a consistent basis. Organizations that 
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are receptive to the findings collected in this literature review would understand the value 
in assessing job satisfaction and perception of the leaming environment within their ·· 
companies. Considering these empirical findings, human resource managers could find 
solutions to challenges at work and identify remedies to improve satisfaction for greater 
productivity, retention, and commitment. 
Summary of Review of Literature Chapter 
The review of job satisfaction, stress and burnout, strategic alignment, training 
effectiveness, and the learning environment literature revealed noteworthy findings. Job 
. . 
satisfaction has been the focus of a vast amount of research and interest among scholars 
and organizations. Over the span of several· years, studies have explained tendencies and 
revealed several developments. One trend was that a significant relationship existed 
between job satisfaction and turnover (Cangelosi et al. 1998; Hellman, 1997). Another 
finding showed that risk taking and security could influence job satisfaction, financial 
results, and innovation in organizations (Topolosky, 2000). Facet satisfaction 
measurements produced a strong record of usefulness in previous studies by achieving 
· more specific results (Cranny et al. 1992). Job burnout and job stress lead to problems for 
employees and organizations. Results of studies illustrated that a correlation existed 
between satisfaction and burnout, indicating that burnout can have an affect on job 
satisfaction (Brewer & Clippard, 2002; Potter, 1 980;). 
Studies also revealed significant relationships between job satisfaction, training 
effectiveness, and strategic alignment of learning and development programs. Oakland 
and Oakland (1998) found that substantial revenue increases resulted from providing 
training that was strategically aligned to the business strategy. London (1989) reported 
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significant financial savings as a _result of a commitment to improving training an� 
development systems and programs. Tanne�baum (1 997) found strong correlations 
between organizational effectiveness and strong learning environments. Work-related 
learning was not a priority or core value for employees primarily because employees 
were too bllSY working to consider learning as a priority (Westbrook & Veale, 2001 ). The 
alignment of training was found to be essential for job satisfaction and reduced turnover 
�arris & Brannick, 1 999). 
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CHAPTER ill 
METHODOLOGY -· 
In this chapter the researcher describes the methods and procedures used in the 
study. Details are provided regarding the design of the study, population and sampling 
characteristics, ins1rumentation, selection of the participants, data analysis, and summary. 
A flowchart illustrates the design of the study in Figure 2. 
The project was a descriptive research study. The company selected for this study 
provided various training opportunities, which may be decentralized to a b_�iness unit, 
conducted by �e headquarters, or outsourced to a third party. Training delivery formats 
included audio and video, classroom, computer-based training (CBT), lecture, offsite 
vestibule, on-the-job training, teleconferencing, and Web-based. Training strategies 
included continuous learning opportunities, ethics and policy training, new hire 
orientation, and technology, management, and skill development. Behavior modeling was 
_ offered as it related to working within teams, and between clients, patients, and providers. 
All intents and purposes were to collect data that provided feedback from administrative 
employees concerning job satisfaction, assessment of training and development 
opportunities, and perception of the learning environment. Various measures were used 
in this study to test the hypotheses. The feedback from participants provided insight 
concerning the level of job satisfaction and whether or not relationships existed between 
the variables of job satisfaction and perception the learning environment. 
To describe characteristics for this study, data was collected from a representative 
sample of the population. The independent variables for this study included age, 
education, ethnicity, gender, location, marital status, position classification, 
5 1  
Three Weeks 
Two Weeks 
Two Weeks 
Administrative employee popul�tion det�rmined 
from HR.IS 
1 .  Stratified sampling of 240 exempt and 
240 non-exempt participants 
2. Systematic random sample 
Sample of 480 Administrative Employees 
FIRST MAILOUT 
SECOND MAILOUT 
TIIlRD MAILOUT 
DATA ANALYSIS 
ANOV A, MANOV A, Scatter Diagram, 
Pearson r correlation 
FINDINGS 
CONCLUSIONS, RECOMMENDATIONS 
AND IlVIPLICA TIONS 
Figure 2. Flowchart for the Design of the Study. 
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and years of service. The .dependent'variables were administrative employee'sJevel of 
job satisfaction and perception of the learning enviromrient as it related to corporate 
training programs. The researcher tabulated and reported the results from the respondents 
using statistical methods. The employment experience of the population, relating to job 
satisfaction and perception of learning opportunities, was evaluated and described. Data 
was collected to provide insight concerning job satisfaction and administrative employee 
perception of the learning environment as it related to opportunities available. 
Population 
. . The corporation used for this study provided a full range of services to hospital 
and health care facilities throughout the United States. The organiz.ation had various 
. .  business units, which served different markets, and had diverse learning requirements. 
The three primary locations described in Chapter I included services in specific divisions 
that consisted of operations locations (Affiliate), which devoted resources for contracting 
services, staffing, credentialing, and scheduling in the client facilities, and the operation 
of a medical call center. The financial services locations (HCFS) focused on billing and 
reimbursement functions for services rendered, patient services, and the operation of both 
call and billing centers. The headquarters location (Corporate) was dedicated to the 
administration and decision-making aspects, the financial control and direction, and the 
strategic planning and leadership. Training at this organization was initiated either by the 
business unit (Affiliate or HCFS) or by the headquarters (Corporate). A representative of 
the organization granted permission to randomly select participants, solicit feedback, and 
examine job satisfaction and perceptions of the learning environment (see Appendix A). 
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The population for this study was current administrative employees of the 
organization. Participants worked in 24 locations throughout the United States and 
performed tasks in various roles� Examples of exempt and non-exempt, administrative 
employee job titles included accountants, administrators, analysts, assistants, 
coordinators, clerks, coders, collectors, coordinators, credentialers, directors, managers, 
programmers, receptionists, recruiters, representatives, sales associates, schedulers, 
secretaries, software engineers, specialists, supervisors, and technicians. Administrative 
employees worked in departments such as accounting, billing and reimbursement, 
executive management, finance, human resow-ces, information technology, integration, 
legal, operations, marketing, payroll, production, risk management, tax, 
telecommunications, training, and treasury. 
Sampling Frame 
The sampling frame consisted of all full-time and part-time, exempt and non­
exempt, administrative employees of a national, privately held health care management 
organization. The organization is headquartered in Knoxville, Tennessee. The 
organization has operations in approximately 4 7 states with strategic offices in over 24 
locations. The targeted sampling frame consisted of full-time and part-time 
administrative employees that worked in the regional office locations. The population 
was estimated to be approximately 1,600 employees, and the return rate of responses was 
expected to be 50% of the sampling size. The researcher obtained pennission to study the 
· population of this organization from its corporate human resources executive (see 
Appendix A). 
54 
Sampling Size 
The sample size of the population was 400. A 50% return rate was expected, which 
would provide approximately 200 completed surveys. A list was generated from the 
Human Resomce Information System (HRJS). The researcher over-sampled by 80 
participants to have a significant influence on the representation of the sample itself and 
the statistical analysis of data. The larger sample produced an overall total sample size of 
480 participants. Therefore, a 50% return rate would produce a total of 240 responses. 
Instruments 
Two validated and reliable survey instruments for measuring job satisfaction and 
the learning environment, and a demographics instrument were used for this study. A 
cover letter that clarified the purpose of the research project and requested participation 
accompanied the survey instruments (see Appendix B). The researcher explained the 
· significance and usefulness of the study. In the letter, the researcher provided an 
explanation of the purpose, and instructions for returning the completed questionnaires 
(Di11man, 1978). The survey instruments focused on the topic of this study including a (a) 
demographics questionnaire, (b) job satj.sfaction instrument, and ( c) perception of 'training 
and learning environment instrument. 
In the cover letter the researcher requested that respondents return the completed 
questionnaires within two weeks of receiving them. Contents of the letter ensured 
confidentiality and informed recipients of the importance of their participation for a 
successful outcome of the study (Dillman, 1978). The demographics questionnaire was 
designed in checklist format ( see Appendix B ). The demographics information provided 
the variables for reporting findings related to the hypotheses. 
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The researcher selected the Job Satisfaction Survey (JSS) to measure job 
satisfaction. She selected the JSS for its availability at no cost, proven record of 
reliability, administration time, and suitability to measure the facets of job satisfaction. 
The Learning Environment Survey (LES) was selected to measure the learning 
environment for its availability at no cost, proven reliability, and appropriateness for 
measuring the learning. environment. Other training instruments that were considered 
included Maister' s (2001) Employee Attitude survey, a training feedback survey 
developed by Montesino (2002), the Learning and Development instrument (Lin et al. 
2001 ), and the Dimensions of the Learning Organization Questionnaire (DLOQ) 
developed by Watkins and Marsick (1997). These instruments were not selected since the 
JSS and the LES were determined to best suit the researcher's goals for this study. 
According to the literature review, job satisfaction can be divided into facets to 
measure job contents and group job factors (Cranny et al., 1992) because aspects of job • 
circumstances vary independently (Sweeney et al., 2002). Measuring the learning 
environment dynamics can reveal satisfaction or dissatisfaction with the developmental 
opportunities (Tannenbaum, 1997) and should be examined by individual components 
(Morgan & Casper, 2000). For that reason, the researcher determined that the JSS and the 
LES were the leading instruments to measure variables and test the hypotheses for this 
study. 
Job Satisfaction Survey 
The Job Satisfaction Survey (JSS) scale is the most popularly used instrument for 
measuring job satisfaction (Spector, 1997). The JSS is designed to measure nine facets of 
job satisfaction that include pay, promotion, supervision, fringe benefits, contingent 
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rewards, operating conditions, coworkers, nature of work, and communication (Spector). 
The instrument includes 36 items using a summated rating scale design. Respondents 
may select one of six Likert-type responses that range from "Agree very much" to 
"Disagree vecy much." The items are statements that solicit responses for either favorable 
or unfavorable aspects of the job. The coefficient alpha for the total scale was .91, which 
indicated acceptable standards for internal consistency. The validity evidence for the 
survey revealed correlation with other scales and variables in the literature (Spector). The 
time to complete the survey was estimated to be five minutes (see Appendix B). 
Learning Environment Survey 
. . 
The Learning Environment Survey (LES) was developed to empirically test the 
salient aspects of a company's work environment to influence continuous learning 
(Tannenbaum, 1997). Tannenbaum found that those companies with stronger learning 
environments demonstrated greater organizational effectiveness. The researcher decided 
to use the first 51 items of the instrument, which pertained to this study. The scales 
incorporated a 7-point Likert-type response format with I =  strongly disagree; 4 = neither 
agree nor disagree; 7 = strongly agree. Tannenbaum granted the researcher permission to 
use the instrument (see Appendix A). He tested each scale's reliability by calculating 
Cronbach's alpha With the exception of "assigns to avoid errors" subscale, results of all 
the scales were between .67 and .90 and were acceptable. Tannenbaum also examined the 
mean differences of learning conditions, which ranged from 3.6 to 5.7. He used 
hierarchical regression to examine the relationship between the sources of learning and 
several of the scales and exploratory regressions were also conducted. The LES is a 
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creditable ins1rument for measuring the learning environment. The time to compl�te the 
survey was estimated to be 10 minutes (see Appendix B). · 
Selection of Participants 
The Human Resources Information System (HRIS) contained personal and 
company-related information of over 1,600 current administrative employees. 
Administrative employees were extracted from the HR.IS and other employee categories 
were excluded (e.g. : clinical, executive, occasional, and temporary classifications) for the 
selection of participants. A stratified random sampling was selected to identify and 
separate exempt and non-exempt administrative employees. The total population for each 
classification was approximately 1,100 non-exempt administrative employees and 
approximately 500 exempt administrative employees. To assure a representative sample 
with respect to the variables, a proportional systematic random sampling was conducted. 
Every fourth name from the non-exempt administrative employee list and every second 
name from the exempt administrative employee list were selected from both of the 
stratified lists. There were 240 participants identified for participation from each list, 
providing a total of 480 participants for.the study. 
Procedures and Data Collection 
Data collection methods included survey questionnaires distributed to employees 
of a national, privately held health care management company. The instruments were 
designed to gather information about job satisfaction, perception of the learning 
environment, and attitudes about training and development opportunities according to 
administrative employees of the organization of this study. The surveys were coded for 
tracking purposes to reduce the number of second and third requests for returning the 
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instruments. The researcher used a simple numbering procedure beginning with one and 
ending with 480 as the coding mechanism. The cover letter, demographics questionnaire, 
along with JSS and LES instruments were distributed to the selected random sampling of 
the population via United States mail. Three weeks after the initial request, a second 
reminder letter and survey contents were mailed to non-respondents (see Appendix C). A 
return rate of 50% was expected. To encourage participation, a third request was 
distributed to non-respondents after two weeks of sending the second reminder letter 
(Appendix D). 
The response rate was anticipated to be high due to organizational support for the 
study and to the possible perceived benefits that employees might consider from the 
outcome. However, as is in most research projects, the potential exists �t the 
questionnaires might not be returned in a timely manner. A self-addressed, stamped 
envelope was enclosed to.encourage an acceptable return rate. A second request follow 
up letter was sent to nonrespondents. It was necessary to send a third request to non­
respondents. 
The selected participants received a paper survey with a cover letter that 
explained the purpose of the survey and benefits for participating. The letter and paper 
survey contents were inserted and sealed in an individual envelope with each 
participant's name on the cover label; they were delivered in bulk to each location, since 
the researcher did not have access to the home address of participants. Participants 
received a cover letter, a demographics questionnaire, the JSS and the LES. The cover 
letter provided information about the study and requested that the participant complete 
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and return the instruments via ret_urn-addressed mail. The surveys were mailed, �t-
class, to tl;te work location addresses. 
· Administrative employees received an explanation that participation would be 
completely voluntary and that responses would be kept strictly confidential. Further 
instructions were provided in the cover letter. A self-addressed, stamped envelope was 
included for returning the questionnaires. Participants were informed that the business 
would receive aggregate feedback in consideration of current job satisfaction 
measurements and for possible future enhancement of the learning environment, and 
training and development opportunities available at the organiz.ation . 
Respondents were eligible to .participate in a drawing as an incentive to complete 
and return the questionnaire within the requested timeframe. A gift certificate of $150 to 
a national home improvement store was awarded to a winner of the drawing. Participants 
of the study included in the drawing were identified from the coding of the returned 
questionnaires. 
Data Analysis 
The researcher coded the data into a spreadsheet following two weeks of the third 
mailing and after the instruments were completed and returned. Data was entered into a 
computer program (Excel) and a data file was created. The researcher performed an edit 
so that inconsistent data was separated from the analysis. Missing items on the 
instruments were l�ft blank on the spreadsheet. This procedure assisted in reducing 
potential bias that may result from the absence of data. 
Analysis provided the platform for examining and describing the data. The 
researcher used the Statistical Package for the Social Sciences (SPSS) software to 
60 
perform basic statistical c_omputations of the data. Data analysis methods included 
obtaining frequencies (means and standard deviations), · and an analysis of variance 
(ANOV A) at the .05 level of probability on _each hypothesis. The researcher performed a 
multivariate analysis of variance (MANOV A) on subscales to determine whether or not 
any of the JSS or LES subscales differed significantly with any of the demographics 
variables. Tukey' s HSD post hoc tests were used when differences occurred to identify 
how specific variables differed. Means were run to identify any patterns. Data analysis 
also included Pearson r to assess any existing correlations. The researcher prepared tables 
to represent the data results and statistical analyses were performed to explain the 
findings. 
Summary of Methodology Chapter 
This research project was intended to discover whether or not any relationships 
existed between job satisfaction and employee perception levels of the learning 
environment relating to corporate training and development programs, according to 
administrative employees. The researcher selected a population from a national privately 
held health care management services organization as the sample frame. A stratified 
sampling procedure of selecting administrative employees was performed to identify both 
exempt and non-exempt employees. A random sampling of each list of administrative 
employees of the organization was performed. The researcher selected instruments 
including a demographics questionnaire and the JSS and LES and performed an analysis 
of the returned questionnaires using statistical research methods. The findings were 
summarized and reported in Chapter IV. Conclusions, implications and recommendations 
were determined from the data analysis and reported in Chapter V. 
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CHAPTER IV 
FINDINGS 
The researcher's major purpose of this study was to investigate and describe the 
relationship between job satisfaction and employee perception of the learning 
environment. Administrative employee perceptions and attitudes were examined to 
discover whether or not demographic factors such as (a) age, (b) education, (c) ethnicity, 
(d) gender, (e) location, (f) marital status, (g) position classification, and (h) years of 
service are related to job satisfaction. Other objectives were to distinguish whether or not 
a relationship existed between administrative employee perceptions of the learning 
environment and job satisfaction, to evaluate whether or not improvements should be 
made to the learning environment, and to consider retention strategies. Data were 
gathered to examine job satisfaction and understand the perceived learning environment 
according to administrative employees of a nationally based he�th care management 
organization. Chapter III discussed the data collection methods that were conducted to 
obtain attitudes and perception levels of administrative employees. The results of the 
study are presented in this chapter. 
Response Rate 
The initial survey materials included a cover letter, a demographics questionnaire, 
the Job Satisfaction Survey (JSS), and the Learning Environment Survey (LES) 
(Appendix B). These items were mailed to 480 randomly selected participants. Two 
follow-up letters were mailed to non-respondents. The first letter contained another set of 
survey contents, and the second letter requested that the non-respondent return a 
completed survey that was mailed previously. Of the initial 480 surveys distributed to the 
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random sampled participants, fiv� were undeliverable because of either incorrect 
addresses or the employee was no longer working with the business. Four surveys were 
returned uncompleted and 26 1 surveys were returned completed, providing a response 
rate of 55%. In a few instances, participants failed to answer all the questions in all parts 
of the questionnaires. Omitted responses were factored into the database as missing 
information. 
Demographic Results 
Participants were asked to complete demographic information on the factors of 
age, education, ethnicity, gender, location, marital status, position classification, and 
years of service. Frequencies were calculated on the demographic responses for the 261 
participants. The comprehensive results of the demographic variables, frequency of 
responses, and valid percent values from the demographics questionnaire are reported in 
this section. Table 1 illustrates the comprehensive results for the demographic variables 
described below. 
The independent variables, age, education, ethnicity, marital status, and years of 
service were collapsed into larger groups so the data would not be skewed for the 
categories with much lower response levels. Ages of participants were collapsed for 
analysis into four categories. The age of participants consisted of 30 respondents (1 1.5%) 
between under 19  and 26 years of age, 83 respondents (3 1 .8%) between 27 and 35 years 
of age, 84 respondents (32.2%) between 36 and 45 years of age, and 64 respondents 
(24.5%) who were 46 and older. Table 1 represents the collapsed frequencies of the four 
categories for age of participants. 
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Table 1 
Participants' Demographics Information 
Valid 
Demographic Variable Category Frequency Percent 
Age 20-26 30 1 1 .5 
·27-35 83 3 1 .8 
36-45 84 32.2 
46 and over 64 24.5 
Total 26 1 100 .0 
Education High school or equivalent 90 34.5 
Two-year college degree 54 20.7 
Four-year college degree 55 2 1 .0 
Graduate studies or graduate degree 44 16.9 
Other 1 8  6.9 
Total 261 100.0 
Ethnicity Minority 5 1  19 .5 
Non-Minority 209 80.1 
Missing Value 1 .4 
Total 261 100.0 
Gender Female 205 78.5 
Male 56 2 1 .5 
Total 261 100.0 
Location Affiliate 102 39.1 
HCFS 1 14 43 .7 
Corporate 45 17.2 
Total 261 100.0 
Marital Status Married 161  67.7 
Single 55 2 1 . 1  
Divorced, separated, or widowed 45 17.2 
Total 261 100.0 
Position Classification Exempt 147 56.3 
Non-exempt 1 13 43 .3 
Missing Value 1 .4 
Total 261 100.0 
Years of Senrice Two years or less 78 29.9 
2-5 years 1 10 42. 1  
6 or more years 73 28.0 
Total 261 100.0 
(N= 261) 
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Education of participants _was collapsed for analysis into four categories. �inety 
respondents (34.5%) had high school degrees or equivalent, 54 respondents (20. 7%) had 
completed two-year college degrees, 55 respondents (2 1 .0%) had completed four-year 
college degrees, and 44 respondents (1 6.9%) had advanced graduate degrees or had taken 
graduate studies. Another 1 8  respondents (6.9%) stated education other the ones 
indicated, and, therefore, were not categorized. Table 1 represents the collapsed 
frequencies of the four categories for education of participants. 
The demographic variable, ethnicity of participants, was collapsed for analysis 
into two categories. Two categories included the classification of either minority or non­
minority participants. The analysis showed that 5 1  respondents (19.5%) were composed 
of minority employees and 209 respondents (80. 1 % ) were non-minority employees. One 
respondent did not designate his or her ethnicity. 
The gender composition of the sample was predominately female. Of the total 
participants, 205 respondents (78.5 %) were female; 56 respondents (21 .5%) were male. 
The work location of participants included three categories according to the 
service lines in the organization of this study. One hundred two respondents (3 9 . 1  % ) 
reported working in an Affiliate location, 1 14 respondents (43 .7%) reported working in a 
Billing Center location (HCFS), and 45 respondents (17 .2%) reported working in the 
Corporate location. 
Marital status of participants was collapsed into three categories for analysis. The 
marital status of participants consisted of 161 respondents ( 6 1 .  7%) who were married 
employees, 55 respondents (21 . 1 %) who were single employees, and 45 respondents 
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(17 .2%) who were either qivorced, separated, or widowed employees. Table 1 represents 
the collapsed frequencies of the three categories for marital status of participants. 
Pertaining to position classification, the demographic variable included the 
categories of exempt and non-exempt pay according to the Fair Labor Standards Act 
(FLSA). Of the 261 participants, 147 respondents (56.3%) were reported as exempt status 
and 113 respondents (43 .3%) were reported as non-exempt status. One respondent did not 
designate his or her position classification. 
The last demographic variable, years of service, was collapsed into three 
. . . 
categories for analysis. The results showed that 78 respondents (29 .9%) had less than 2 
years of service, 110 respondents ( 42.1 % ) had from 2-5 years of service, and 73 
respondents (28.0%) had six or more years of servfoe. Table 1 represents the collapsed 
frequencies of the three categories for years of service of participants. 
Reliability Results of Surveys 
The two surveys used in this study were the JSS by Spector (1997) and the LES 
by Tannenbaum (1997). In the literature review, facet satisfaction theory was discussed, 
stating job satisfaction can be divided into facets or components to measure job contents 
and group job factors. The JSS was used to assess the levels of job satisfaction among 
administrative employees using a total score that determined overall job satisfaction and 
nine subscales of the factors that contribute to job satisfaction. The LES was used to 
assess the perception of the learning environment of administrative employee using a 
total score that determined the overall perception and rune subscales of the items that 
promote or enhance learning. The reliability of the instruments on the sample population 
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was tested using Cronbach's alpha to assure that the total and subscale scores of�th ­
surveys were consistent for interpreting the results. 
The reliability coefficient for the overall JSS was .93 and the reliability 
coefficient for the overall LES was .95, indicating high internal consistency of both 
surveys. The JSS had nine subscales. The resultant reliability coefficients for each JSS 
subscale were .80 for pay, . 77 for promotion, .84 for supervision, . 71 for fringe benefits, 
.52 for operating conditions, .74 for coworkers, .76 for nature of work, and .75 for 
communication. All subscale reliability coefficients above . 70 were acceptable with the 
exception of operating conditions, which fell below .70. Discretion will be used when 
interpreting results based on the JSS operating conditions scale. 
The LES had nine subscales. The reliability coefficients for each LES subscale 
were .49 for assigns to provide opportunity to learn, . 78 for tolerates mistakes as part of 
learning, .40 for assigns to avoid errors, .67 for high performance expectations and 
accountability; .85 for open to new ideas and change, .92 for policies and practices that 
support training, .91 for supervisors support training, .81 for coworkers support new 
ideas, and .93 for training is viewed positively. All subscale reliability coefficients above 
. 70 are acceptable with the exception of assigns to provide opportunity to learn, assigns to 
avoid errors, and high performance expectations and accountability. These subscales fell 
below the minimum reliability of . 70. Discretion was used when interpreting results of 
these subscales. 
Summary of Results from the JSS and the LES 
The JSS asked respondents to answer 31 questions about job satisfaction using a 
Likert scale from 1 (most negative response) to 6 (most positive response). The overall 
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mean score of the JSS w� 4. 1 with a standard deviation of .76, illustrating that overall 
job satisfaction was more positive than negative: The subscale mean scores ranged from 
3.4 (promotion) to 5.2 (supervision). Table 2 represents the overall means and standard 
deviations for the JSS subscales. 
The LES asked respondents to answer 51  questions about the perceived learning 
environment. The survey used a Likert scale from 1 (most negative response), 4 (neutral), 
and 7 (most positive response). The overall mean score of the LES was 4.6 with a 
standard deviation of .92, illustrating that the overall learning environment was to some 
extent higher than neutral. The ·subscale mean scores ranged from 3 .9 ( assigns to avoid 
errors) to 5.3 (high performance expectations and accountability). Table 3 represents the 
overall means and standard deviations for the LES subscales. 
Hypotheses 
Hol: There will be no significant difference between particq,ants' age, educati,on, 
ethnicity, gender, location, marital status, positi,on classification, and years of service 
and the total scores of job satisfaction as measured by the JSS. 
An analysis of variance (.ANOV A) test was conducted to determine any 
significant difference between administrative employees' age, education, ethnicity, 
gender, location, marital status, position classification, and years of service and their level 
of job satisfaction as measured by the JSS. Results are illustrated in Table 4. The results 
of the ANOVA for age were F(3, 225) = .923 , p  = .43 1. Since p > .05, there was no 
significant difference between participants' age and job satisfaction. Results for 
education were F(3 , 225) = .532, p = .660. Since p > .05, there was no significant 
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Table 2 
JSS Subscale Means and Standard Deviations (N = 261) " 
Std. 
JSS Subscales Minimum Maximum Mean Deviation 
Pay 1 .00 6.00 3 .4926 1 .28484 
Promotion 1 .00 6.00 3 .4202 1 . 10079 
Supervision 1 .50 6.00 5 .2247 .96390 
Fringe Benefits 1 .00 . 6.00 3 .7309 1 . 1 1 326 
Contingent Rewards 1 .00 6.00 3 .9768 1 .25 1 85 
Operating Conditions 1 .50 6.00 3 .7696 .96614 
Coworkers 1 .25 6.00 4.71 69 .9808 1 
Nature of Work 1 .25 6 .00 4.9710  . 85786 
Communication 1 .00 6.00 4.0399 1 . 16778 
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Table 3 
LES Suhscale Means and Standard Deviations {N = 261) 
Std. 
LES Subscales Minimum Maximum Mean Deviation 
Assigns to Provide Opportunity 1 .25 7.00 4.8333 .94691 to Learn 
Tolerates Mistakes as Part of 1 .00 7.00 5 .2605 1 . 17143 Leaming 
Assigns to A void Errors 1 .00 7.00 3 .9080 1 . 1 8936 
High Performance Expectations/ 2.20 7.00 5 .2889 1 .03793 Accountability 
Open to New Ideas and Change 1 .00 7.00 4.8675 1 .26676 
Policies and Practices- Support 1 .00 7.00 4.2546 1 .33065 Training 
Coworkers Support New Ideas 1 .00 7.00 4.9406 1 .48755 
Training is Viewed Positively 1 .25 7.00 4.57 14 1 .39866 
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Table 4 
Analysis of Variance/or JSS and Demographic Variables 
Type ill 
Sum of Mean 
Source Squares df Square F Sig. 
Intercept 1 190.262 1 1 190.262 2179.459 <.001 • 
Age 1 .5 12 3 .504 .923 .43 1 
Education .872 3 .291 .532 .660 
Ethnicity 2.577 1 2.577 4.71 8 .03 1 * 
Gender .125 1 . 125 .229 .633 
Location 6.759 2 3 .379 6. 188 .002 * 
Marital Status 1 .688 2 .844 1 .546 .215  
Position Classification · .977 1 .977 1 .789 . 1 82 
Years of Service .866 2 .433 .793 .454 
Error 122.879 225 .546 
Total 4257.254 241 
Corrected Total 141 .900 240 
*p = � .05 
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difference between participants' education and job satisfaction. Results for ethnicity were 
F(l ,  225) = 4.718 ,p = .031 .  Since p < .05, there was a significant difference between 
participants' ethnicity and job satisfaction. The mean score for minority participants was 
3.9, whereas the mean score for non-minority participants was 4.2. Minority participants 
had less job satisfaction than non-minority participants. 
Results for gender were F(l ,  225Y= .229, p = .633. Since p > .05, there was no 
significant difference between participants' gender and job satisfaction. Results for 
location were F(2, 225) = 6. 188, p = .002. Since p < .05, there was there was a difference 
between participants' location and job satisfaction. To determine how each location 
differed, Tukey's HSD multiple comparison procedmes was used. Table 5 illustrates the 
paired comparison differences. The HCFS locations differed significantly than both 
Affiliate and Corporate locations. Participants working at a HCFS location had lower 
levels of job satisfaction than participants working at an Affiliate or a Corporate location. 
There were no differences between the Affiliate and Corporate locations. The mean 
scores for an Affiliate location was 4. 1 ,  for HCFS was 3.8, and for Corporate was 4. 1 .  
Results for marital status were F(2, 225) = 1 .546, p = .21 5. Since p > .05, there 
was no significant difference between participants' marital status and job satisfaction. 
Results for position classification were F{l ,  225) = 1.789,p = . 182. Since p > .05, there 
was no significant difference between participants' position classification and job 
satisfaction. Results for years of service were F(2, 225) = .793,p = .454. Since p > .05, 
there was no significant difference between participants' years of service and job 
satisfaction. Since there were significant differences between the independent variables 
of ethnicity and location, the null hypothesis was rejected. 
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Table 5 
Tukey's HSD Test/or Multiple Paired Comparison Differences by Location 
Location Mean Difference 
HCFS - Affiliate -.3905 
HCFS - Corporate -.3681 
Corporate - Affiliate -.0224 
The mean difference is significant at the .05 level. 
Std. Error 
. 10441 
. 13713 
. 13929 
Sig . 
.001 • 
.021 * 
.986 
Ho2: There will be no significant difference between participants' age, education, 
ethnicity, gender, location, marital status, position classification, and years of service 
and the subscale scores of job satisfaction as measured by the JSS. 
A multivariate analysis of variance (MANOV A) test was conducted to determine 
statistically significant differences between the demographic variables and the JSS 
subscales. The MANOV A showed that there were no significant differences with age, 
education, gender, marital status, and years of service demographic variables. Table 6 
illustrates that the MANOVA revealed significant differences with ethnicity, location, 
and position classification demographic variables on the JSS subscales. Results for 
ethnicity were F(9, 214) = 2. 162,p  = .026. Since p < .05, the results showed that at least 
one JSS subscale score differed by ethnicity. An ANOV A was performed for each 
subscale that was significantly different. The ANO VA showed differences with benefits 
and operating conditions for ethnicity (Table 7). The mean benefits score for minority 
participants was 3.2, whereas the mean benefits score for non-minority participants was 
3.8. The mean operating conditions score for minority participants was 3.4, whereas the 
mean operating conditions score for non-minority participants was 3.9. Minority 
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Table 6 
Multivariate Analysis of Variance/or JSS Subsctiles 
Wilks' Hypothesis 
Effect Lambda F df Error df Sig. 
Intercept .050 452.560 9 214.000 . 000 • 
Age .887 .973 27 625.633 .506 
Education .879 1 .047 27 625.633 .401 
Ethnicity .917 2. 162 9 214.000 .026 * 
Gender .969 .772 9 214.000 .643 
Location .81 9 2.495 18  428.000 .001 * 
Marital Status .907 1 . 191  18  428.000 .264 
Position .905 2.508 9 214.000 .010 * 
Years of Service .895 1 .359 18 428.000 . 148 
•p = � .05 
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Table 7 
Analysis of Variance for JSS Subscales and Ethnicity 
Dependent Variable 
Pay 
Promotion 
Supervision 
Fringe Benefits 
Contingent Rewards 
Operating Con�tions 
Coworkers 
Nature of Work 
Communication 
Type ill Sum 
of Squares 
5.447 
3 .892 
. 1 86 
9.144 
4.828 
7.333 
.648 
.21 6 
3 .761 
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Mean 
Square 
5.447 
3 .892 
. 1 86 
9 .144 
4.828 . 
7.333 
.648 
.216 
3 .761 
F 
3.449' 
3 .430 
.208 
7.233 
3.284 
8.309 
.705 
.3 1 1  
2.770 
Sig. 
.065 
.065 
.649 
.008 * 
.071 
.004 * 
.402 
.578 
.097 
participants were less sati�fied with benefits and operating conditions than non-minority 
participants. 
Results from the MANOVA for location were F(l8, 428) = 2.495,p  = .001. Since 
p < .05, the results showed that at least one JSS subscale score differed by location. 
ANOVAs were run on all JSS subscales to determine which subscales differed by 
location. The four subscales that differed significantly by location were supervision (p = 
.001 ), contingent rewards (p .= <.001 ), coworkers (p = .005), and nature of work (p 
=.003), as seen in Table 8. A fifth JSS subscale, communications, showed a difference of 
.049. To determine how eac� subscale score differ�d, Tukey's.HSD multiple comparison 
procedure was run on location (see Table 9). The results ofTukey's post hoc test revealed 
that participants at HCFS had lower satisfaction with supervision, contingent rewards, 
and coworkers than participants at an Affiliate or Corporate location. Participants at 
HCFS locations had lower satisfaction with nature of work than participants at Affiliate 
locations. The Corporate location did not differ with either Affiliate or HCFS locations 
for nature of work. 
The results of the MANOVA for position classification were F(9, 214) = 2.508,p 
= .010. Since p < .05, the results showed that at least one JSS subscale score differed by 
position classification. An ANOV A was performed for each subscale that was 
significantly different and is illustrated in Table 10. The ANOV A showed that only pay 
and contingent rewards differed. Means were calculated for pay and contingent rewards 
according to position classification to find out if a pattern was observable (see Table 11 ). 
The results showed that for position classification, the mean score for pay was 3.6 for 
exempt employees and 3.0 for non-exempt employees. The mean score for contingent 
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Table 8 
Analysis of Variance for JSS Subscales Differences by' Location Variable 
Type ill Sum Mean 
Dependent Variable of Squares . Square F Sig. 
Pay 8.703 4.352 2.155 .066 
Promotion 4.351  2. 176 1 .917 . 149 
Supervision 13 .334 6.667 7.425 .001 * 
Fringe Benefits 2.290 1 . 145 .906 .406 
Contingent Rewards 23.784 1 1 .892 8.091 <.001 * 
Operating Conditions 5.41 1 2.705 3.066 .049 * 
Coworkers 10. 1 34 5.067 5.5 13  .005 * 
Nature of Work 8.236 4. 1 1 8  5.928 .003 * 
Communication 8.283 4. 141  3.049 .049 * 
d/= 2, •p = � .05 
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Table 9 
Tukey's HSD Test/or Multiple Comparison of Location 
Mean 
Dependent Variable Location Difference Std. Error Sig. 
Supervision Affiliate - Corporate .0407 . 17889 .972 
HCFS - Affiliate -.47 17  . 1 3486 .002 * 
HCFS - Corporate -.4309 . 1 7630 .040 * 
Contingent Rewards Affiliate - Corporate . 177 1  .22888 .720 
HCFS - Affiliate -.79 17  . .  17254 <.001 * 
HCFS - Corporate -.6146 .22557 .0 1 9  * 
Coworkers Affiliate - Corporate -.0703 . 1 8098 .920 
HCFS - Affiliate -.4688 . 1 3644 .002 * 
HCFS - Corporate -.539 1  . 1 7837 .008 * 
Nature of Work Affiliate - Corporate .3239 . 1 5735 . 1 0 1  
HCFS - Affiliate -.3603 . 1 1 862 .008 * 
HCFS - Corporate -.0364 . 1 5507 .970 
•p = � .05 
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Table 10 
Analysis of Variance for JSS Subscales Differences by Position Classification 
Dependent Variable 
Pay 
Promotion 
Supervision 
Fringe Benefits 
Contingent Rewards 
Operating Conditions 
Coworkers 
Nature of Work 
Communication 
4p = � .05 
Type ill Sum 
of Squares 
13 .55 1 
.065 
1 .968 
.670 
8.740 
1 . 1 70 
.736 
1 .036 
. 175 
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Mean 
Square 
1 3.551 
.065 
1 .968 
.670 
8.740 
1 . 170 
.736 
1 .036 
. 175 
F 
8.58 1 
.057 
2. 19 1  
.530 
5 .946 
1 .326 
.80 1 
1 .49 1 
. 129 
Sig. 
.004 • 
.81 1 
. 140 
.467 
.01 6 * 
.25 1 
.372 
.223 
.720 
Table 11 
Means of JSS Subscales 
Std. 
JSS Subscale Position Mean Error 
Pay Exempt 3 .581  . 165 
Non-exempt 3 .021 . 1 87 
Promotion Exempt 3 .395 . 140 
Non-exempt 3 .3 56 . 158 
Supervision Exempt 5.246 . 125 
Non-exempt 5 .033 . 141 
Fringe Benefits Exempt 3 .449 . 148 
Non-exempt 3 .574 . 167 
Contingent Rewards Exempt 3 .938 . 1 59 
Non-exempt 3 .488 . 1 80 
Operating Conditions Exempt · 3 .595 . 124 
Non-exempt 3 .760 . 140 
Coworkers Exempt 4.826 . 126 
Non-exempt 4.695 . 142 
Nature of Work Exempt 4.914 . 1 10 
Non-exempt 4.759 . 124 
Communication Exempt 3 .91 1 . 1 53 
Non-exempt 3 .847 . 173 
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rewards was 3 .9 for exempt employees and 3 .5 for non-exempt employees. Non-exempt 
administrative employee participants vyere less satisfied with pay and contingent rewards 
than exempt administrative employee participants. Since there were differences with 
ethnicity, location, and position classification according to the JSS subscales, null 
hypothesis 2 was rejected. 
Ho3: There will be no significant difference between participants ' age, education, 
ethnicity, gender, location, marital status, position classif,cation, and years of service­
and the total scores of the learning environment as measured by the LES. 
An analysis of variance (ANOVA) test was conducted to determine any 
significant difference between administrative employees' age, education, ethnicity, 
gender, location, marital status, position classification, and years of service and their 
perception of the learning environment as measured by the LES. Table 12 includes the 
ANOV A results. All the p values were greater than .05, therefore, the results of the 
ANOV A revealed no significant difference between overall .perception of the learning 
environment and the demographic variables. The null hypothesis was not rejected. 
Ho4: There will be no significant di/Terence between participants ' age, education, 
ethnicity, gender, location, marital status, position classification, and years of service 
and the subscale scores of learning environment as measured by the LES. 
A multivariate analysis of variance (MANOV A) test was conducted to determine 
statistically significant differences between the demographic variables and the LES 
subscales. The MANOV A showed that there were no significant differences with 
education, ethnicity, gender, marital status, position classification, and years of service 
demographic variables. The MANOV A revealed significant differences with age and 
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Table 12 
Analysis of Variance of Demographic Variables and Total Scores of LES 
Type ill- Sum Mean 
Source of Squares df Square F Sig. 
Intercept 15 17. 162 1 1 517. 162 1910.058 <.001 * 
Age 4.53 1 3 1 .5 1 0  1 .902 . 1 30 
Education 2.278 3 .759 .956 .414 
Ethnicity .128 1 . 128 . 16 1  .688 
Gender 1 .339 1 1 .339 1 .686 . 195 
Location 1 .6 1 8  2 .809 1 .0 18  .363 
Marital Status 2.362 2 1 . 1 8 1  1 .487 .228 
Position Classification 1 .490 1 . 1 .490 1 .876 . 172 
Years of Service 2.077 2 1 .038 1 .307 .273 
Error 179.512  226 .794 
Total 5255 .862 242 
Corrected Total . 197.582 241 
• '  
*p = � .05 
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location demographic variables on the LES subscales. Results for age were F(24, . 
. . 
635 .768) = l .929,p = .005. Since p < .05, the results showed that at least one LES 
subscale score differed by age (see Table 13). An ANOV A was performed for all 
subscales to determine which ones differed significantly. Results indicated that for age, 
significant differences were found between older and younger age groups with the 
assigns to avoid errors subscale (see Table 14). The subscale measures organizations 
assigning people to positions they can perform without error and discourages people from 
tasks unless they are confident of successful performance. 
Means were calculated for Assigns to A void Errors subscale according to age 
group. The mean scores for age was 4.4 for ages 20-26, 4.02 for ages 27-35, 4.05 for ages 
36-45, and 3.5 for ages 46 and older as seen in Table 15. A trend emerged that indicated 
as age increases, participants were less likely to view the organization would assign 
employees to jobs they can perform without error. The younger the participant, the more 
likely he or she was to view the organization would discourage people from attempting 
tasks unless they were confident they could perform the task successfully. 
Results from the MANOVA for location were F(l 6, 43 8) = 2.860, p <.00 1 (as seen in 
Table 12). Since p < .05, the results showed that at least one LES subscale score differed 
by location. ANOVA's were run on all LES subscales to determine which subscales 
differed by location (see Table 16). Results indicated that for location, significant 
differences were found with the Assigns to Provide Opportunity to Learn subscale (p = 
.020) and the Open to New Ideas and Change subscale (p = .010). Means were calculated 
for Assigns to Provide Opportunity to Learn and Open to New Ideas and Change 
subscales according to location to find out if a pattern emerged (see Table 17). 
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Table 13 
Multivariate Analysis of Variance for LES Sub:Scales 
Wtllcs' Hypothesis 
Effect Lambda F df Error df Sig. 
Intercept .064 401 .056 8 219.000 <.001 • 
Age .8 16  1 .929 24 635.768 .005 * 
Education .85 1 1 .5 17  24 635.768 .055 
Ethnicity .966 .958 8 219.000 .470 
Gender .960 1 . 1 3 1 8 21 9.000 .343 
Location .820 2.860 1 6  438.000 <.00 1 * 
Marital Status .940 .866 1 6  438.000 .609 
Position Classification .947 1 .544 8 219.000 .143 
Years of Service .945 .789 16  438.000 .699 
•p = �  .05 
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Table 14 
Analysis of Variance for LES Subscales Differences by Age 
Type ID Sum Mean 
Dependent Variable of Squares Square F Sig. 
Assigns to Provide Opportunity to 3.241 1 .080 1 .269 .286 
Learn 
Tolerates Mistakes as Part of Learning 5.89 1 1 .964 1 .569 . 198 
Assigns to A void Errors 12.286 4.095 3 .012 .03 1 * 
High Performance Expectations/ 2.007 .669 .644 .588 
Accountability 
Open to New Ideas/Change 5.388 1 .796 1 .202 .3 10  
Policies and Practices Support 10.963 3.654 2.1 8 1  .091 
. Training 
Coworkers Support New Ideas 14.882 4.961 2.290 .079 
Training is Viewed Positively 14.520 4.840 2.520 .059 
df= 3, *p s � .os 
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Table 15 
Means of Age and LES Subscale "Assigns to Avoid Errors" 
Dependent Variable Age Mean Std. Error 
Assigns to Avoid Errors 20-26 4.414 .257 
27-35 4.0 18  . 176 
36-45 4.049 . 1 77 
46 and older 3.528 .214 
Table 16 
Analysis of Va_,:iance for LES Subscales and Locations 
Type III Sum Mean 
Dependent Variable of Squares Square F Sig. 
Assigns to Provide Opportunity to 6.787 3 .394 3 .988 .020 * Learn 
Tolerates Mistakes as Part of Leaming 7. 156 3.578 2.859 .059 
Assigns to A void Errors 2.301 1 . 1 50 .846 .430 
High Performance Expectations/ 5.3 16  2.658 2.557 .080 Accountability 
Open to New Ideas/Change 14.1 86 7.093 4.749 .010 * 
Policies and Practices Support 5.8 1 0  2.905 1 .734 . 1 79 Training 
Coworkers Support New Ideas 6. 137 3 .069 1 .4 16  .245 
Training is Viewed Positively .8 1 8  .409 .2 1 3  .808 
df = 2, *p = � .05 
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Table 17 
Analysis of Variance for "Providing Opportunity to Lea;n" and 
"Open to New Ideas" Subscales and Location 
Mean Std. 
Dependent Variable Location Difference Error Sig. 
Assigns to Provide 
Opportunity to Learn Affiliate - Corporate - . 1 0 1 0  . 17237 .828 
HCFS Affiliate -.4224 . 13032 .004 * 
HCFS Corporate -.5235 . 1 6965 .006 * 
Open to New Ideas/ 
Change Affiliate Corporate .0022 .22836 1 .000 
HCFS Affiliate -.5529 . 1 7266 .004 * 
HCFS Corporate -.5506 .22476 .040 * 
•p = � .05 
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The results showed that for location, the mean score for Assigns to Provide 
Opportunity to Learn subscale was 4.9 for Affiliate, 4.5. for HCFS, and 4.9 for Corporate 
locations. The mean score for Open to New Ideas and Change was 5.0 for Affiliate, 4.4 
for HCFS, and 4.9 for Corporate locations, as represented in Table 18. Tukey's HSD 
multiple comparison procedure was run on location. Results of Tukey' s HSD post hoc 
test revealed that administrative employee participants at HCFS locations had a lower 
perception of opportunity to learn and a lower perception that the organization was open 
to new ideas and change than did the Affiliate and Corporate locations. Since there were 
. . 
differences in location and age according to the LES subscales, null hypothesis 4 was 
rejected. 
Ho5: There will be no signifzcant relationship between administrative employee job 
satisfaction and administrative employee perception of the leaming environment as 
measured by the JSS and the LES. 
To test null hypothesis 5, a correlation analysis was performed. The product­
moment correlation coefficient, also known as Pearson r, was used for this analysis. 
Correlation coefficients are defined by values ranging from -1.0 to + 1. 0 with the sign 
determining the direction of the relationship (Gay, 1996). Results from the correlation 
analysis. (Table 19) regardingjob satisfaction and perception of the learning environment 
indicated a moderate to high, positive correlation between the total JSS and the total LES 
(r = .657, p = .01 ). The correlation was significant at the .01 level of significance and is 
represented in Figure 3. Based on these findings, as job satisfaction increased the 
perception of the learning environment increased positively. Likewise, as the perception 
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Table 18 
Means of Location and LES Subscale 
Std. 
Dependent Variable Location Mean Error 
Assigns to Provide Opportunity to Learn Affiliate 4.850 .126 
HCFS 4.497 .118 
Corporate 4.896 .181 
Open to New Ideas/Change Affiliate 4.955 .167 
HCFS 4.410 .157 
Corporate 4.890 .239 
Table 19 
Pearson-Moment Co"elations of Total JSS Scores and Total LES Scores 
Pearson 
Instruments Correlation Sig. 
Job Satisfaction Survey Learning Environment Survey .657 <.001 * 
Learning Environment Survey Job Satisfaction Survey .657 <.001 * 
*p = � .01 
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Figure 3. Scatter diagram of linear relationship of JSS scores and LES scores. 
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of the learning environment increased, job satisfaction increased. Therefore, since a 
correlation was found, null hypothesis 5 was rejected. 
Ho6: There will be no significant relationship between the total JSS and the subscales 
of the LES. 
To test null hypothesis 6, a correlation analysis (Pearson r) was performed on the 
total JSS scores against the LES subscale scores. The Pearson r results showed that a 
significant, positive correlation existed between the overall JSS and four LES subscales 
and a moderately strong correlation existed between total job s�tisfaction and two LES 
subscales. The four subscales with strong correlations were (a) tolerates mistakes as part 
of learning, (b) open to new ideas and change, ( c) policies and practices that support 
training, and _(d) training is viewed positively. The subscales with a· moderately, positive 
correlation were Assigns to Provide an Opportunity to Learn and Assigns to A void 
Errors. Higher scores of overall JSS tended to have higher scores on the LES subscales. 
As job satisfaction increased, so did positive perception of the learning environment 
concerning individual subscales. Table 20 illustrates the correlations between the overall 
JSS and the LES subscales. The findings indicated a strong correlation between the 
overall JSS and at least four LES subscales that suggested as job satisfaction increased, 
positive perception of specific areas of the learning environment increased. Since a 
correlation was found between the overall JSS and at least four LES subscales, null 
hypothesis 6 was rejected. 
Summary of Findings Chapter 
The researcher developed four research questions and six null hypotheses for this 
study to determine demographic differences and similarities, levels of job satisfaction, 
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Table 20 
Pearson-Moment Correlations of Total JSS and LES Subsca/,e Scores (N = 259) 
LES Subscale 
Assigns to provide opportunity to learn 
Tolerates mistakes as part of learning 
Assigns to avoid errors 
High performance expectations/ accountability 
Open to new ideas and change 
Policies and practices support training 
Coworkers support new ideas 
Training is viewed positively 
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Pearson 
Correlation 
.366 
.575 
.142 
.428 
.657 
.560 
.468 
.559 
Sig. 
<.001 * 
<.001 * 
.022 * 
<.001 * 
<.001 * 
<.001 * 
<.001 * 
<.001 * 
and perception of the learning environment. Participants were asked to complete and 
return a demographic instrument, and the JSS and the LES instruments. This chapter 
presents the results, response rate, sample characteristics, and analyses of data collec�ed 
from the instruments. Results were provided for each of the six hypotheses under 
investigation. Null hypotheses 1 through 4 were tested with ANOV AS and MANOV AS 
at the p < .05 level of significance. Null hypotheses 5 and 6 were tested with Pearson r 
analysis. The overall useable response rate was 55%. Important demographic :findings 
revealed that a majority (78.5�) were female, most (80 . 1  %) were non-minorities, and 
over half (61 .7%) were married. Responses were provided from both exempt (56.3%) and 
non-exempt (43.3%) administrative employees of a nationally based, health care 
management organization. Reliability of the instruments was strong overall. The 
reliability coefficient of the JSS was .93 and the LES was .95. Reliability of all subscales 
were all above . 70 except for Operating Conditions (JSS subscale) and for Assigns 
Opportunity to Learn, Assigns to A void Errors, and High Performance Expectations and 
Accountability (LES subscales ). 
Significant differences were found between overall job satisfaction and ethnicity 
and location in hypothesis 1. Minority participants had less job satisfaction than non­
minority participants. Participants working at a HCFS location also had lower levels of 
overall job satisfaction than participants working at either an Affiliate or Corporate 
location. 
Analysis for hypothesis 2 revealed significant differences existed between 
minority and non-minority participants and JSS subscales of fringe benefits and operating 
conditions. Minority participants were less satisfied with fringe benefits and operating 
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conditions than non-minority participants. Significant differences were foU?d between 
HCFS locations and nature of work as compared to Afftiiate and Corporate locations. 
Anothe� significant finding was that non-exempt participants were less satisfied with pay 
and contingent rewards than exempt participants. 
A significant difference was found between older and younger participants and 
Assigns to A void Errors subscale for hypothesis 4. A pattern was noted that indicated the 
older participants viewed the organization was less tolerant of errors and gave employees 
the chance to utilize new skills, whereas younger participants were more likely to view 
the organiz.ation would discomage employees from attempting tasks unless they were 
confident they could perform the task successfully. Also, a significant difference was 
found between HCFS locations and Affiliate or Corporate locations with the LES 
subscales, open to new ideas and change and providing opportunities to learn. 
Participants at the HCFS locations had lower perceptions of the learning environment 
according to the LES subscales than participants in either Affiliate or Corporate 
locations. 
Hypothesis 5 was tested using the Pearson product-moment correlation coefficient 
(Pearson r). The Pearson r results showed a moderate to high correlation between total 
job satisfaction and total perception of the learning environment. As job satisfaction 
increased, the perception of the learning environment increased. 
The conclusion for hypothesis 6 was that there were significant relationships 
between total job satisfaction and several LES subscales. A strong, positive correlation 
existed between the overall JSS and (a) tolerates mistakes as part of learning, (b) open to 
new ideas and change, ( c) policies and practices that support training, and ( d) training is 
95 
viewed positively LES subscales. A moderately strong correlation existed between total 
job satisfaction and (a) assigns to provide an opportunity to learn, and (b) assigns to avoid 
errors. Higher scores of overall JSS tended to have higher scores on the LES subscales. · 
As job satisfaction increased, so did positive perception of the learning environment on 
the LES subscales. These findings suggested that as job satisfaction increased, positive 
perception of specific areas of the learning environment also increased for this 
population. Analysis determined that of the six hypotheses, significant differences were 
identified in hypothesis 1, 2, 4, _5, and 6, whereas no significant difference was identified 
for hypothesis 3. 
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CHAPTER V 
. . 
SUMMARY, MAJOR FINDINGS, CONCLUSIONS, 
RECOMMENDATIONS, AND IMPLICATIONS 
In this chapter the researcher provides a synopsis of the descriptive study and 
contains the major findings. Several conclusions and recommendations are presented 
from the foundation of the results. This chapter concludes with � discussion concerning 
recommendations and implications for future research on job satisfaction and employee 
perception of the learning environment. 
Summary of the Study 
The researcher's purpose of this study was to investigate and describe the 
relationship between job satisfaction and employee perception of the learning 
environment. Administrative employee perceptions and attitudes were examined to 
discover whether or not independent variables such as age, education, ethnicity, gender, 
location, marital status, position classification, and years of service had any influence on 
job satisfaction and perception of the learning environment. Other objectives were to 
measure the level of job satisfaction and perception of the learning environment, and to 
determine whether or not improvements of the learning environment were necessary for 
enhancing organizational effectiveness. 
To achieve these objectives, a demographics questionnaire, and the Job 
Satisfaction Survey (JSS) and the Learning Environment Survey (LES) instruments. were 
distributed to a random selection of administrative employees at a nationally based health 
care organization. Four research questions and six null hypotheses were developed to 
analyze the results of the data. Research question one addressed the assessment of overall 
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job satisfaction. Null hypotheses 1 was derived from research question one to analyze the 
overall levels of job satisfaction according to the JSS. Research question two addressed 
the overall perception of the learning environment and null hypothesis 3 was derived 
from research question two to measure the learning environment according to the LES . 
The purpose of research question three was to assess the levels of job satisfaction b�ed 
on different factors or facets of satisfaction. Null hypothesis 2 was formulated to measure 
facet satisfaction according to the subscales of the JSS. Research question four addressed 
levels of perception from which null hypothesis four was developed to measure the 
perception of learning according to the LES subscales. Null hypotheses 5-6 were 
developed to test that no significant relationships existed between overall job satisfaction 
and perception of the learning environment and between total scores of the JSS and 
factors of the learning environment according to the LES, respectively. 
The review of literature, in Chapter II, provided an overview of job satisfaction 
studies and described facet satisfaction theory. A review of related literature on 
satisfaction, stress, and burnout revealed that job satisfaction is correlated with retention 
and turnover and that measuring factors of job satisfaction can disclose specific 
improvements that can be made to the work environment. Related literature on training 
and strategic alignment, and training effectiveness revealed that strong learning 
environments improved turnover and was an essential component for job satisfaction in 
addition to increased organizational effectiveness. 
The population of this study was administrative employees of a nationally based 
health care company by job classification. A total of 480 participants were randomly 
selected from a population of approximately 1 ,600 employees to participate in the study . 
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The instruments used in survey packets included the demographics questionnaire, the 
JSS, and the LES. Efforts to solicit participation produced a total response rate of 55%. 
Chapter IV provided a report of the findings based on the analysis of the data 
from SPSS software. Frequencies and percentages were reported for the demographics 
categories. Descriptive statistics (means and standard deviations) scores were calculated 
for each demographic factor. Univariate analysis of variance (ANOV A) tests were 
conducted to determine any differences between the demographic factors and bothjob 
satisfaction and perceptions of the learning environment. Multivariate analysis of 
variance (MANOV A) tests were performed between the demographic variables and the 
subscales of the JSS and the LES. The Tukey' s HSD post hoc test was used to further 
indicate significance between demographic variables and subscale scores that revealed an 
alpha less than .05. The Pearson r correlation coefficient tests were performed to 
determine whether or not a significant relationship existed between overall job 
satisfaction and overall perceptions of the learning environment and overall job 
satisfaction and the subscales of the learning environment. 
Major Findings 
Results of the data analysis indicated that the sample population was 
predominately female, non-minority, and married. The univariate analysis of variance 
tests showed no significant difference between independent variables and overall 
perception of the learning environment, which led to not rejecting null hypothesis 3 .  
However, significant differences were found between independent variables and the 
dependent variable job satisfaction in both hypotheses 1 and 2. A significant difference 
was also found between independent variables and the dependent variable learning 
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environment subscales in hypothesis 4. Significant relationships were also found between 
the overall JSS and overall LES and the overall JSS and.LES s�bscales. These findings 
resulted in rejecting hypotheses 5 and 6. Other statistical analyses rendered the following 
major findings: 
1 .  The mean for the JSS was 4. 1 out of  a possible 6.0, which indicated 
administrative employees were reasonably satisfied, whereas the mean 
for the LES was 4.6 out of 7.0 indicating that the overall learning 
environment was above neutral and slightly leaned towards positive 
perceptions according to participants. 
2. Minority participants had less than non-minority participants overall 
job satisfaction, and were less satisfied than non-minority participants 
with fringe benefits and operating conditions. 
3. Participants working at HCFS locations had less overall job 
satisfaction· and were less satisfied with supervision, contingent 
rewards, and coworkers than participants working at either an Affiliate. 
or Corporate location. The HCFS participants also had less satisfaction 
with the nature of work than participants at Affiliate locations. 
4. Non-exempt administrative employees were less satisfied with pay and 
contingent rewards than were exempt administrative employees. 
5. A trend emerged that indicated as age increased, participants were less 
likely to believe the organization would assign employees to jobs they 
could not perfo� without error. The younger the participant, the more 
likely he or she was to believe the organization would discourage 
people from attempting assignments unless the employee was 
confident of successful performance. 
6. Participants who worked at HCFS locations had a lower perception 
than participants who worked at either the Affiliate or Corporate 
locations with opportunities to learn. These employees did not believe 
the company was open to new ideas and change, as compared to 
participants working at either an Affiliate or Corporate location. 
7. Higher levels of perception of the learning environment correlated 
with higher levels of job satisfaction. A positive correlation existed 
iµ.dicating that as job satisfaction went up the perceived learning 
environment tended to have higher scores. 
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8. A strong, positive correlation existed between total job satisfac�on°and 
facets of the learning environment, specifically tolerating mistakes, 
openness to new ideas and change, supporting training, and training is 
viewed positively sub�cales. 
9. A moderately strong correlation existed between overall job 
satisfaction and facets of learning, specifically providing an 
opportunity to learn and assigning work that matches abilities to 
perform tasks without error. 
Conclusions 
Job satisfaction is an important topic to research because it is linked to corporate 
profits (Peterson, 1999; Topolosky, 2000; Woodruff, 1999), correlated to turnover 
(Cangelosi et al., 1998; Hellman, 1997), and can be determined by measuring facets ·of 
job satisfaction for improvement in the work environment (Cranny et al., 1992; Oakland 
& Oakland, 1998; Spector, 1997). The learning environment is an important topic to 
research because studies revealed significant relationships between job satisfaction, 
training effectiveness, and the alignment of learning to organizational objectives (Harris 
& Brannick, 1999; Oakland & Oakland; Tannenbaum, 1997). 
Certain conclusions can be drawn from the findings in this study .. The limitations 
and delimitations listed in Chapter I must be considered when drawing conclusions about 
-generalities and applying these results to other populations. The researcher arrived at the 
following conclusions: 
1. Work location and the local culture of organizations could play a role in 
determiningjob satisfaction and perceptions of the learning environment 
regardless of the corporate philosophy. While each location has individual 
characteristics, organizations with multiple locations should encourage 
support of corporate values in the divisions. 
2. Job satisfaction can be realized from training and feedback provided in 
performance evaluations (Spears & Parker, 2002). The results of this study 
revealed a strong, positive correlation between job satisfaction and perception 
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of the learning environment. When job satisfaction was high, the perception of 
the learning environment was also high. In �s organization of study, it was 
possible that training and management support for learning new skills was one 
factor that promoted overall job satisfaction and overall positive perception of 
the learning environment. 
3 .  In comparing demographic characteristics to job satisfaction, it was 
determined that minority and non-exempt participants had less overall job 
satisfaction or less job satisfaction in specific facets· that measured job 
satisfaction. Programs need to be considered that include communication, 
development for promotional opportunities, rewards, and recognition in 
production centers where the majority of the non-exempt employees worked 
and where a higher level of turnover may exist. 
4. Topolosky (2000) found that organiz.ations must provide security and 
encourage risk talcing for improved job satisfaction in. ail unstable market. The 
findings in this study showed a correlation between job satisfaction and that 
the organiz.ation tolerated mistakes, was open to new ideas and change, 
supported training, and training was viewed positively. Job satisfaction may 
· increase and turnover may decrease when organizations encourage risk taking 
and tolerate mistakes. 
5. Supervisor support could produce high productivity (Baruch-Feldman, 
Brondolo, Ben-Dayan, & Schwartz, 2002). Perhaps supervisors in high 
production businesses need to be awar� of possible burn out and boredom of 
employees. Supervisors demonstrating a sincere interest in employee's job 
satisfaction and encouraging a positive learning environment may promote 
higher commitment, productivity, efficiency, and satisfaction. 
6. Organizations should find creative ways for interesting work, even for the 
most routine jobs. Possible improvements for job satisfaction in high 
production centers could be working in teams, providing job rotation, offering 
flexible shifts, and developing employees for leadership roles. 
7. Job satisfaction is a consistent predictor of intent to leave (Hellman, 1997). 
Perhaps a more supportive environment existed in the Affiliate and Corporate 
locations than in the Billing Center locations, for the organization of this 
study. The cost of turnover and job dissatisfaction should be considered for 
improving the work environment. Constantly training new employees can be 
more costly than working out strategies to retain experienced employees. 
Rather, an organization that develops its employees in a continuous learning 
environment may realize the benefits of improved quality, productivity, and 
retention of a skilled workforce. 
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8 .  In uncertain times, especially for the health care industry with rising medical 
costs, declines in managed care reim�ursem�nt, professional liability 
expenses, and overhead, organizations need to find ways to strategically align­
job satisfaction with organizational goals. Improving communication and 
creating new relationships with employees should be considered to manage 
the new work force, encourage the exchange of ideas, and reduce turnover. 
· 9. A challenge for managers is to encourage and tolerate a learning period while 
simultaneously supporting and maintaining high productivity and service. 
Recommendations 
Further research would be beneficial based on the results of this study and the 
conclusions drawn from it. The researcher suggests the following recommendations for 
future research of job satisfaction and the learning environment: 
1 .  According to Bruce and Blackbum (1992), little is known about the causal 
processes that actually lead to job satisfaction. There is a need to further study 
this area to determine causative factors, to offer empirical confirmation, and to 
present conceptual explanations for job satisfaction. 
2. Based on this study, additional research is needed that identifies relationships 
between employee satisfaction and intent to leave, a continuous learning 
environment, supervisor support, and positive financial results. Benefits for 
cultivating a positive learning environment may result. Considering programs 
for employees that work in high productivity arenas, and training or coaching 
for managers to encourage learning may produce operations efficiency, 
increased productivity� retention, and corporate profits. 
3. Companies need to develop approaches for discovering what employees think 
about the work environment, job satisfaction, and learning opportunities. At 
the same time, organizations should devote attention to conducting a training 
needs analyses according to supervisors, employees, and other contributors of 
the organization. Developing a comfort level in measuring employee attitudes 
may be difficult for some organizations and would involve follow through. 
However, not knowing the perceptions of employees could lead to problems 
that could otherwise be avoided or addressed, and resolved. 
4. Other research could include studies of turnover and intentions to leave as 
related to job satisfaction. Discovering the factors that lead to job satisfaction 
would be helpful for organizations to improve the work environment, retain 
quality employees, and reduce the risks associated with employee turnover. 
Retaining a quality workforce would be cost effective, especially in locations 
103 
where high turnover jobs exist. Problems-can be identified so that appropriate 
steps can be taken to correct them. The effectiveness of actions taken to 
reduce or eliminate problems and increase satisfaction can be evaluated over 
time. 
5. According to Spector (1997), areas of job dissatisfaction demand further 
investigation. Specifically, certain locations or work groups that have job 
dissatisfaction as compared to others may require interventions that are 
designed to enhance job satisfaction. 
6. Based on the findings in this study, the organiz.ation might want to consider 
follow up survey feedback designed specifically for the organization to 
discover specific problems that may also include open-ended sections for 
individual comments. Proactive actioQ and follow through would be required 
subsequent to the process of conducting a fonnal survey of employees. Even 
if much cannot be done right away, employees need to understand why 
dissatisfying situations must exist (Spector, 1997). According to Spector, 
reasonable explanations can produce positive effects on behavior. 
7. More research studies are needed on the extent to which employees indicate 
that learning is viewed as a priority or a core value. The degree to which 
organizational interventions improve or hinder individual learning should be 
measured and whether or not organizations promote the appropriateness of 
how time is spent in self-directed learning while at work should be 
considered. Employers need to recognize that work-related learning directly 
impacts job performance (Westbrook & Veale, 2001 ). 
8. Supervisors and managers play a key role in enhancing or hindering learning 
(Tannenbaum, 1997). Supervisors should be trained, followed by coaching, as 
needed, to support employee development and enhance learning. Providing 
constructive feedback and offering opportunities for employees to learn and 
use new skills would support a continuous learning environment. 
9. If managers believe that employee interests are vital and that job satisfaction 
is an important goal, new supervisors should receive coaching and mentoring 
to ensure they have effective management skills, support the learning cycle, 
and to promote employee commitment. 
Implications 
The researcher examined job satisfaction and the learning environment according 
to administrative employees. The major findings and conclusions of this study provided 
benchmark information regarding attracting and retaining talented people for 
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organiz.ations in today's challenging, highly competitive business arena A�vances in 
technology and the transformation to a service-oriented workplace require a positive 
learning environment for cost-effectiveness, productivio/ and efficiency, job satisfaction 
for a diversified workforce population, and an organization's ability to retain top talent. 
In addition to the major findings, conclusions, and recommendations, several 
implications are presented for consideration. Some suggestions for deliberation include: 
1. Supervisor support is needed for promoting a positive learning environment 
and enhancing job satisfaction of employees. Coaching and mentoring new 
supervisors or instilling new ideas for experienced supervisors may be · 
required to encourage a supportive environment. Based on the :findings of this 
study, when job satisfaction was high, the perception of the learning 
environment was al�o high, thus when the workforce experiences continuous 
learning and job satisfaction, retention may improve and productivity may 
mcrease. 
2. Promote organizational values throughout all areas of the business. Ensure 
that individual values of potential employees match organizational values to 
. confirm that collaborative efforts exist for achievement of mutual goals, and 
organizational effectiveness. 
3. Provide employees with challenging opportunities for individual growth and 
allow risk and potential mistakes to occur that would encourage a positive 
learning environment. Fostering and endorsing a positive learning 
environment may lead to job satisfaction, increased productivity, and add to 
financial gains resulting in a mutual dependency. 
4. Invest in assessing training needs as an effective part of continuous learning 
(Tannenbaum, 1997). Although additional training might not be the solution 
for enhanced job satisfaction or for resolving performance problems, the 
quality and appropriateness of training must be considered as part of 
contributing to a positive learning environment. 
5. Consider integrating non-training options for development and learning 
methods. These could include task force or project team assignments, learning 
forums to share knowledge and compare experiences, and coaching and 
mentoring opportunities. Incorporate cooperative learning that incl�des 
pairing employees together, assigning study materials, and then teaching each 
other (Tannenbaum, 1997). Other ideas include mentoring, performance and 
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informal feedback, job rotation and job enrichment, and off site meetings to 
diagnose problems and induce employee inv<?l�em�nt for problem resolution. 
6. Ensuring job satisfaction of the workforce led to positive behaviors that affect 
organiz.ational functioning (Spector, 1997). Differences in job satisfaction 
among organiz.ational units may be an indication that trouble spots should be 
identified so that improvements can be made that benefits both the employees 
and the organization. 
7. According to Spector (1997), relations between the demographic variables of 
ethnicity and gender have been extremely inconsistent across studies. In 
several studies of gender, men and women have the same job satisfaction 
although they work different jobs. Possible explanations for this include 
different expectations of work and different values. In studies where racial 
. differences existed, other variables �so revealed differences, which may 
explainjob satisfaction differences between ethnicity variables.This study 
revealed no differences in gender; however, differences existed with ethnicity� 
Further examination may be needed to determine why job satisfaction was 
lower for minorities in this study. 
8. Relationships exist between job satisfaction and age (Spector, 1 997). A 
longitudinal study should be considered to adequately test possible curvilinear 
relationships between age and job satisfaction. Zeitz (1990) found a 
curvilinear relationship that showed job satisfaction declined early, leveled off 
during middle age, and rebounded after age 45. Further studies should be 
considered to closely examine the nature of this relationship. 
9. Human resources managers should be concerned that certain diverse groups 
(minority and older employees for instance) showed significant differences in 
attitudes about job satisfaction and the learning environment. Perhaps a closer 
examination should be conducted that focuses on these ( and other protected) 
groups to ascertain why differences occurred and determine whether or not· 
more attention should be considered for improvement in these areas. 
Summary 
This study provided new information describing demographics, job satisfacti<?n, 
and perception of the learning environment variables. Chapter V summarized the study, 
examined the major findings, provided conclusions and recommendations for future 
research, and described implications for applying this research. Major findings included 
minority and billing center participants had overall less satisfaction than non-minorities 
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It 
and participants at other locations, respectively. The differences within the organizational 
units could be diagnostic of potential problems. Older participants were less confident · 
than younger participants that the organization was tolerant of errors and gave employees 
opportunities to utilize new skills. A correlation existed between high levels of job 
satisfaction and high levels of the perceived learning environment. A strong correlation 
existed between high levels of overall job satisfaction and facets of the perceived learning 
environment. Findings from this study could provide a basis for future studies concerning 
job satisfaction and continuous learning in the workplace. 
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APPENDIX A 
LETTERS OF PERMISSION 
1 16 
December 7 ,  2 0 02 
Marcia : 
Thanks for your interest . I ' ve attached a list of  items and a 
second file that shows the general format of  the survey . In 
addition to the article you found, we ' ve also gathered s ome data 
from Japan , China , and Korea using th� survey . 
You have my permission to us e the survey for your thesis . My only 
request is that you agree to share the results of your research 
with me whenever it is completed . Please note my updated email 
address  and contact information below . 
Best  o f  luck with your research . 
Regards , 
Scott 
Scott Tannenbaum, Ph . D . 
President 
The Group for Organi zational E ffectiveness  ( gOE ) , inc . 
727 Waldens Pond Road 
Albany , NY 122 03 
51 � . 4 5 6 . 77 3 8  xl02 (phone ) 
5 1 8 . 4 64 . 47 6 6  ( fax ) 
scott . tanne·nbaum@groupoe . com (email )  
www . groupoe . com (webs ite ) 
1 17 
June 4 ,  2 0 0 3  
Marcia : 
Glad to hear your proj ect is  progre ssing and that your defense i s  
forthcoming . Plea se fee l free to reprint the cycle wi th the 
appropriate 
citation . I look forward to seeing the re sults of your study . 
Regards , 
Scott 
Scott Tannenbaum, Ph . D . 
President 
The Group for Organizational Effectiveness  (gOE ) , inc . 
727 Walden ' s  Pond Road 
Albany , New York 12203 
518 . 4 5 6 . 77 3 8  xl02  (phone ) 
5 1 8 . 4 64 . 4 7 6 6  ( fax ) 
scott . tannenbaum@groupoe . com ( email ) 
www . groupoe . com ( website ) 
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TEAM 
HEALTH 
MEMO 
To: 
Marcia Cross, SPHR, Sr. Human 
Resources Generalist 
Datec February .3, 2003 
Re: Population for Thesis 
TEAM HEALTH 
1900 Winston Road, Suite 300 
Knoxville, Tennessee 37919 
800.342.2898 
865.693.1000 
www.teamhealth.com 
Lisa Courtney, SPHR, Corporate Vice­
From: President Human Resources 
CC: 
You have my pennission to conduct yow: study with the adrnloisttative employee 
population of Team Health. Please use the employee's work location when you send 
the survey materials to the participants. I look forward to reviewing the results from 
your study. If there is anything you need, please let me know. Good luck with your 
pi:ojectJ 
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APPENDIX B 
INTRODUCTION LETTER, DEMOGRAPIDC QUESTIONNAIRE, AND JSS 
AND LES INSTRUMENTS 
120 
February 17, 2003 
Dear Team Health Employee: 
My name is Marcia Cross and I am conducting a research project for The University of Tennessee, as part 
of my graduate studies. I am writing to request your participation in a survey focusing on Team Health 
administrative employees, and their perception of training programs, and job satisfaction. The enclosed 
Demographic Questionnaire (Green), Job Satisfaction Survey (Yellow), and Learning Environment Survey 
(Goldenrod) are designed to obtain information about your background, experience, your levels of job 
satisfaction, and your perception of training in your organization related to the learning environment. 
Please note that you have been selected to participate in this study according to a random· sampling by job 
title and-location. This study is for academic purposes only. Your responses will be completely anonymous, 
.and your re�ponses will in no way affect your pay, benefits, or supervision by Team Health 
To ensure confidentiality and facilitate tracking your feedback, the questionnaires are numerically coded to 
limit follow-up notifications. Please complete and return the enclosed questionnaire by Monday, March 
10, 2003. I have provided a stamped, addressed envelope for you to use when returning the questionnaires 
to me. Please do �<;>t put your name on the questionnaires. 
I realize your schedule is busy and that this survey must be completed on your own time. Toe surveys will 
take approximately 15  minutes to complete. However, I hope the time it takes to complete and return this 
survey will lead to further insight into the training environment and job satisfaction among employees of 
Team Health. 
Your participation is very much appreciated Upon conclusion of the study, if you return your completed 
questionnaire, you will be entered into a drawing for a $150 gift certificate from Home Depot 
Thank you in advance for your participation. If you have questions about the study, you may contact me at 
865-293-5255 or 800-342-2898, ext. 5255, or email me at Marcia_Cross@teamhealth.com. 
Sincerely, 
Marcia E. Cross, SPHR 
Sr. Human Resources Generalist 
cc: Dr. Ernest W. Brewer, Professor, Department of Human Resource Development 
Ms. Lisa Courtney, SP� VP, Corporate Human Resources 
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TEAM HEALTH EMPLOYEE DEMOGRAPHICS QUESTIONNAIRE 
Please check the answers that are appropriate to your situation. 
I Age □ 19 or under D 20-26 D 27-35 D 36-45 D 46 - 55 D Over 55 ! I Oat/a D Female D Male I 
Marital Status 
Education Level 
D Married 
D Divorced 
D Widow/er 
D High School or equivalent 
D Two-Yew- College degree 
O Four-Year College, �&ree 
D Single 
D Separated 
D Graduate Studies (no degree) 
D Graduate 
D Other 
Ethnicity D African-American 
□ Hispanic 
□ White 
Years Employed at Team Health 
D Two years or less 
D 2-5 ycurs 
a 6-10 years 
D Asian-Pacific Islander 
D Native American 
□ Other 
D 1 1-1 5 years 
0 1 6-20 years 
D 21-25 years 
Location Position Classiflcation □ Exempt D Non-Exempt_ · 
D Affiliate 
D HCFS 
__________ (Company) 
________ (Billing Center) 
D Corporate (Knoxville Location) 
Thank you/ 
(Please go to the next page) 
-Pleaae circle the oni number for each 
quosUon that comes cloaeat to reflecting 
your opinion about It. 
1 .  I feel I am being paid a fair amount for 
tha work I do. 
2. There Is really too little chance fot 
romolion on m ob. 
3. My supervlaor la quite competent In 
doln hla/hor ob. 
4. I am not satisfied with the benefita I 
receive. 
6. When I do a good job, I receive the 
reco nltlon for It that I should 1'8Gilva. 
6. Many of our rulea and procedures make 
doing a good job dlfffool. 
7. I like the people I work with. 
8. I sometimes feel my job la meaningless. 
9. Communications aeam good within thla 
Of anlzatlon. 
10. Ralaea are too fow and far between. 
1 1 .  Those who do weH on th• job stand a 
fair chance ot being promolod. 
12, My supervisor le unfair to me. 
13. The benefits we receive are as good as 
moat other organ!utlona offet. 
14. I do not feel that the work I do Is 
a reclated. 
15. My efforts to do a good job are seldom 
blocked b rad ta 
16. I find I have to worl< harder at my Job 
becauae ol th• lncompetenca of people 
I work with. 
17. 1  llke do'!10 the things I do at work.  
18. The goala ofthla organlzaUon are not 
cloar to me. 
1 1  f ! 
j' f I :I 
I I I 
l l l 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
1 2 3 
Job Satlafactlon Survey 
Department of P1vcholoa�1 Unlvera� of South Florida (189-1}. 
Please circle the one number for each 
quoatlon that comes closeat to rofloctlng 
:::, 
'§ your opinion about It. s 
i s j I j CIJ I I I I t t t 
4 6 8 19. I feel unappreciated by the 1 
4 6 6 1 
4 5 8 1 
4 5 6 1 
4 6 8 1 
◄ 5 6 1 
4 5 8 1 
4 5 6 1 
4 5 8 1 
4 5 6 1 
4 5 6 1 
4 5 6 1 
4 5 6 31. 1 have too much pape�rk. 1 
4 15 6 32. I don't feel my efforts are rewarded tfie 1 
wa the &hould be. 
4 5 8 33. I am aatlafled with my chances for 1 
romollon. 
4 5 6 34. There la too much bickering and 1 
fighting at work. 
4 5 6 1 
4 5 8 1 
(Pleae go to the next section) 
f .;:, ! � I f f I s g j I I CIJ :I! l J J I t 
2 3 4 5 6 
2 3 4 5 6 
2 3 4 5 6 
2 3 4 5 8 
2 3 4 5 6 
2 3 4 5 6 
2 3 4 5 8 
2 3 4 5 6 
2 3 4 5 8 
2 3 4 5 6 
2 3 4 5 6 
2 3 4 5 8 
2 3 4 5 6 
2 3 4 5 6 
2 3 4 5 8 
2 3 4 5 6 
2 3 4 5 6 
2 3 4 5 6 
Leaming Environment Survey 
Scott I. Tannenbaum, Department of Business, State University of New York at Albany (1997 
Please drda the one number for each Plaasa clrcla the ona number for aach 
question that com&S closest to rellading 
I I 2 
question that comes closest to reflecting 
f I � your opinion about l. l e J your opinion about It;· l I I I ra Q I I J l a, } ,  I 
1 • .. 
� � 1 a I � !  l I 1ii l I � i- ! J f 1 t I ! m  ., If i I � :I �  � � , � .DI 0 Cl) Cl) Cl) CfJ CfJ CfJ U) CfJ 
1 .  M y  organization typically aaslgna 1 2 3 4 5 6 7 13. My organization typlcaly 1 2 3 4 5 6 7 
people lo positions that stretch them discourages people from attempting 
tasks unless they are confident they 
can edonn the laak aucceasfull 
2. My organization typically tolerates 1 2 3 4 5 6 7 New Ideas are highly valued at my I 1 I 2 I 3 I 4 I s I e I 7 
mistakes when someblle I& first learning company 
a new task or skill 
3. My organization typicafty aaslgna 1 2 3 4 5 6 7 At my company It Is acceptable to . I 1 I 2 I 3 I 4 I 5 I 6 I 7 
people lo poaitlona they can perform question others about why lhlng1 are 
without error done a certain wa 
4. My organization typically provides 1 2 3 4 5 6 7 You can get ahead at my company I 1 I 2 I 3 I 4 I 5 I 6 I 7 
people with the opportunity to learn new wlthouflearnlng new skills 
t $. 
...... 
I 
5. My organization typically monilo,. to 1 2 3 4 6 6 7 The aucceaaful people at my I 1 I 2 I 3 I 4 I 5 I s I 7 
t-.l aae that people are performing at high company �ntlnually try new things 
.J;:,. levela 
6. My organization typically encouragea 1 2 3 4 5 6 7 At my company you get In trouble If I 1 I 2- 1 3 I 4 I 5 I 6 I 7 
people to try different approachel to you try something new 
solve roblems 
7. My organization typically expect. high 1 2 3 4 5 6 7 At my company I is better to ignore 1 2 I 3 I 4 I 5 I 6 I 7 
levels of performanca at au times problems than to suggest 
Im rovements 
8. My organization typlcally believes that 1 2 3 4 5 6 7 At my company everyone, not Just 1 2 I 3 I 4 I 5 I 6 · I 7 
people can learn from their mistakes 
9. My organization typlcally monHora to I 1 I 2 I 3 I 4 I & I 6 I 1 - 21. Maintaining the atatua quo la mora I 1 I 2 I 3 I 4 I 5 I a I 7 
see that people conUnue lo develop and 
learn thro!!£1hout their career I 1 10. My organization typically views new I 2 I 3 I 4 I 5 I a 1 7 - 22. Employees are responsible for I 1 I 2 I 3 I 4 I 5 I 6 I 7 
probleml and work challenges a& 
oee2rtunitiea lo devel2e e!Oele•' &kllls I 1 I 2 I a I 4 I s I a 1 1 .  My organization typlcaly encourage• 1 7 - 23. My company provides paid release I 1 I 2 I 3 I 4 I 5 I 6 I 7 
people to assume dlfflCUlt asalgnmenta 
12. My organization typically encourages I 1 I 2 I 3 I 4 I s I s I 7 - 24. My company tanda to hire externally I 1 I 2 I 3 I 4 I 5 I a I 7 
people to autme usignmenli in which 
they have demonatrated prevloua 
&UCC8&& 
(Please go to the next section) 
Please circle the one number for each I • Please circle the one number for each queallon that come& cloaoat lo reflecting I question that comes cloaeat to reflecting I your opinion about I. It l D J your optnlon a�ut I. I If J g I X � ! , l I ! ill , .  I t J • � i 
t I I J J b b I f f Q I f i l  I :€ ! G � ! a  � � a (I) (I) (I) (I) u, UJ 
25. l wasasked about my training needs 2 3 4 6 6 7 At my company, training Is usually 1 2 3 4 5 6 7 
during Iha paat year viewed aa a reward 
28. I have aome Input Into the type of 1 2 3 4 6 8 7 At my company, training la usually 1 2 3 4 5 6 7 
tralnln I attend viewed aa a unlshment 
27. Employees are provided with matertala 1 2 3 4 5 8 7 In my workgroup, supervisors and 7 
that dear.ribe the training program& co-wod<ers help reachedula work so 1 2 3 4 5 8 
offered that e lo ees can attend train 
28. AH employoo, In my workgroup have 1 2 3 4 5 Ei 7 My aupe,v�r uauaUy moota wHh 1 2 3 4 6 6 1 7 
the opportunity to attend some type of employees to dlscuta the training 
tralnln the are about to attend 
29. The aucceasful people at my company 1 2 3 4 6 8 7 My supervisor helps ua set goals I 1 -T-2 I 3 I 4 I 6 I a I 7 
go to training baaed on the training we have 
attend1td 
30. Employees are rewarded for using what 1 2 3 4 5 6 7 My aupe,vl1or typically meets wHh I 1 I 2 I 3 I 4 I 5 I 6 I 7 
they have loamed In training on the Job employees after they retum from 
training to dlscuaa what they have 
� learned 
N 31 . My company apands a significant 1 2 3 4 5 6 7 46. In my workgroup, when people I 1 I 2 I 3 I 4 I · 5 l 6 I 7 lh amount of money on training programa rebfm from training, they share what 
they have IHmed with other 
membera of the groue 
32. Training Is encouraged at my company 1 2 3 .. ts 0 7 People In my WQrkgroup are open to I 1 I 2 I 3 I 4 I 5 I 6 .  I 7 
to develop the lkllla needed for ne� Ideas and suggestions 
advancem.nt 
33. Management ahowa an Interest In 1 2 3 4 6 Cl 7 My aupervlaor encouragoa ua to I 1 I 2 I 3 I 4 I 5 I e 1 7 
training et my company attend training 
34. The training programs· run by my 1 2 3 4 5 8 7 My aupentlaor provides constructlv1 I 1 I 2 I 3 I 4 I 5 I e 1 7 
company a(e of high quality (up to data, faadback when someone trlea 
relevant run b ofe■alonala olc. aomothln now on the · ob 
35. At my company, auporvlao,a and 1 2 3 .. 6 8 7 My auporvlaor offe,a people I 1 I 2 I 3 I 4 I 5 I 6 I 7 
manageis &lle&a the lmportanca ol opportunltle5 to u&e new 1kllls they 
tralnln to dove om lo eea' aklb learned In tralnl 
38. Training la considered an lmporlanl part 1 2 3 4 6 8 7 People in my work group encourage I 1 I 2 I 3 I 4 I s I s I 7 
of carHr development at my company efforts to lnoo,porate new 
rocoduroa 
37. Training la viewed potltlvely by moat 1 2 3 4 !i 8 7 
people at my company 
38. Training maltara al my compa�y 1 2 3 4 5 s 1 7 
39. Training la a waste of tme at my 1 2- 3 4 5 15 1 7 
company 
(Thank You/or your Participation/) 
APPENDIX C 
FOLLOW-UP LETTER TO NON-RESPONDENTS 
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March 17, 2003 
Dear Team Health Employee: 
A few weeks ago, I informed you about a research project I am conducting for The University of 
Tennessee, as part ofmy graduate studies. Working in the human resources department for Team Health 
has given me the opportunity to see the importance of job satisfaction and an environment that encourages 
learning. The goal of this study is to identify some of the factors that may increase job satisfaction and 
measure the learning environment according to perceptions of employees. To accomplish this goal, I need 
your participation in this national study of Team Health administrative employees. 
I am enclosing another Demographic Questionnaire (Green), Job Satisfaction Survey (Yellow), and 
Leaming Environment Survey (Blue), which are designed to obtain information about your background, 
experience, your levels of job satisfaction, and your perception of training in your organi7.ation related to 
the learning environment. 
· I assure you that your questionnaire responses are confidential and appreciated. I hope the time it takes to 
complete and return this survey will lead to further insight into the training environment and job 
satisfaction among employees of Team Health. 
The questionnaires are numerically coded to ensure confidentiality and facilitate tracking your feedback. 
Please complete and return the enclosed questionnaire by March 24, 2003. Please use the enclosed 
stamped, addressed envelope when returning the questionnaires to me. Please do not put your name on the 
questionnaires. 
I realize your schedule is busy and that this survey must be completed on your own time. The surveys will 
take approximately 15 minutes to complete. As a reminder, upon conclusion of the study, if you return your 
completed questionnaire, you will be entered into a drawing for a $ 1 50 gift certificate from Home Depot. 
Thank you in advance for your participation. If you have questions about the study, you may contact me at 
865-293-5255 or 800-34�-2898, ext. 5255 or email me at Marcia Cross@teamhealth.com. 
Sincerely, 
Marcia E. Cross, SPHR 
Sr. Human Resources Generalist 
cc: Dr. Ernest W. Brewer, Professor, Department of Human Resource Development 
Ms. Lisa Courtney, SPHR, VP, Corporate Human Resources 
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APPENDIX D 
FOLLOW-UP REMINDER TO NON-RESPONDENTS 
128 
March 3 1 ,  2003 
Dear Team Health Employee: 
I am following up once more because I still need your participation in a national study of Team 
Health administrative employees. Two weeks ago, I sent you a second letter requesting your 
participation in my study. As a reminder, upon conclusion of the study, if you return your 
completed questionnaire, you will be entered into a drawing for a $ 150 gift certificate from Home 
Depot! 
Thank you for returning your completed survey. If you lost or misplaced the survey, please 
contact me at 865-293-5255 or 800-342-2898, ext. 5255 or email me at 
Marcia Cross@teamhealth.com and I will send you another one. 
Sincerely, 
Marcia E. Cross, SPHR 
Sr. Human Resources Genera.list 
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VITA 
Marcia E. Cross, daughter of Richard A. Beatty and Ariene S. Beatty, was born in 
Buffalo, New York and has lived in Pennsylvania, New Jersey, Texas, Flori� and 
currently resides in Knoxville, Tennessee with her husband, Herstle Lee Cross, Jr. Marcia 
graduated from The University of Tennessee, Knoxville with a B.A. in sociology and a 
concentration in criminal justice. Following completion of her undergraduate degree, she 
worked toward a Master of Science degree in Human Resource Development. 
Marcia has held progressively responsible positions in human resource 
management with four organizations including state government, oil and gas exploration 
and production, and healthcare,,during her career thus far. She is a member of the Society 
of Human Resource Management (SHRM), WorldatWork (formerly American 
Compensation Association (ACA)), and several local organizations (ETCA, TVHRA, 
and TSHHRA) that promote human resource management, learning, training, and 
development, and compensation, recognition, and total rewards. 
Marcia is past president of East Tennessee Compensation Association (ETCA) 
and a member of the Kappa Omicron Nu and Golden Key Honor Societies. Marcia holds 
the certification of Senior Professional in Human Resources (SPHR), obtained in 2000. 
7810 0207 9 ('jl 
l l/05/03 P,m f 
130 
